A critical analysis and evaluation   of the impact organisations’ ‘Quality’ processes have on Customer Relationship Management systems
Mokbul Ali
Student number:1709497
[bookmark: _GoBack]












Name of Author: Researcher for the company Customers for Life
Name of Host Organisation: Customer Relation Management Journal
Date of Report Publication: 30 August 2019

Executive Summary
The researcher has identified that organisations have problems within the areas of ethics, sustainability and quality of CRM. The researcher has chosen ASDA, Ford and Barclays as the business to focus on and has applied three quality models to them. The model used were Loyalty ladder, Ishikawas Fishbone and Jurans Quality planning. The researcher came to the conclusion that Barclays needs to conduct business more ethically , Asda needs to treat suppliers more fairly and Ford has kept it standards and needs to continue to improve and maintain quality as they are now.  
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1. [bookmark: _Toc18021230]Terms of Reference
The report was requested by Customer Relation Management Journal. Requested on 2 August 2019. The purpose of the report is to identify and analyse impact of Ethics, Sustainability and Quality. The report was compiled by a researcher for the company Customers for Life. The problems organisations have faced and how they have been solved. Date of Submission 30 August 2019.
2. [bookmark: _Toc18021231]Procedure
The report was compiled using Text Books, Websites, Articles and Journals.
























3. [bookmark: _Toc18021232]Findings
3.1. [bookmark: _Toc18021233]Ethical 
"Using the phrase business ethics might imply that the ethical rules and expectations are somehow different in business than in other contexts. There really is no such thing as business ethics. There is just ethics and the challenge for people in business and every other walk in life to acknowledge and live up to basic moral principles like honesty, respect, responsibility, fairness and caring."  Michael Josephson (Josephson, 2019)

Business Ethics are the way a business behaves and the moral principles that are applied to achieve this goal. The principles that are used to determine a business’s actions are the same as the principles applied by individuals. Acting in an ethical way is deciding what is right and what is wrong and putting this in to practice. It is not difficult to identify unethical business practices. For example, companies should not use children who are not old enough to work by UK law. Businesses should not accept bribes or copyrighted materials and engage in unlawful processes. To make sure business do not take bribes or operate in unlawful way it is to be financially transparent (Cragg, 2016). A company is responsible to minimise in harming the environment and communities nearby. Businesses need to treat their employees fairly and try to make profit for the shareholders.

Asda suppliers treated unfairly
Asda has been named as the worst for the way they treat their suppliers of the UKs supermarkets. The industry watchdog surveyed 1,200 suppliers who were one of 10 retailers to have one billion pounds of revenue in a year. Asda were accused of making deductions from invoices and conducting abusive audits of supplier’s accounts without any notice (Butler, 2017).
After investigations found unfair working conditions, Asda have decided to improve their ethics by trying to create a better relationship with suppliers. The investigations will give them information needed to fix the problems and act ethically with suppliers (Cooper, 2009).

Barclays’ New Ethics Code: Is It Enough to Right Recent Wrongs?
To rebuild Barclays damaged reputation Barclays Bank CEO Anthony Jenkins has told employees that if they do not want to adhere to new strict ethical code of conduct, then they should look for employment elsewhere (BBC, 2013). Barclays were accused of revenue at all cost’s strategy, intimidating, a culture of fear and being hostile to rules of banking and not following with compliance.  The management team have reviewed Barclays ethics and business practices. Top-level change in the management team should reassure employees, customers and investors that they will deliver better outcomes and act more ethically.
Barclays are trying to change their unethically greed-driven culture and bad business practice. Barclays have identified they must strengthen the ethical and professional standards. The new principles will only be successful if employees follow them strictly. Focusing on client interests first and making a greater effort in the way they conduct business ethically will improve their reputation

Ford Named One of the World’s Most Ethical Companies for Eighth Straight Year
Ford Motor Company Executive Chairman Bill Ford said that strong ethics are the foundations of their business philosophy. Fords devotion to defining ethical business practice has been recognised by receiving the award. “This honour is a reflection of Ford’s core values, and it shows that our employees are continuing to make the right decisions every day for all of our stakeholders,” said Ford. The company has built a reputation for trust with its commitments to ethics, this includes workplace safety, ensuring human right s and treating people with respect and dignity they deserve.
Ford Motor Company strives to encourage environmental responsibility, with the materials they use to make their vehicles. Ford train their suppliers and try to develop long term relationships. Ford believe that they need to treat the people they work with respectfully and ethically to be successful (T.Johnston, 2017)

3.2. [bookmark: _Toc18021234]Sustainability
“Forward thinking companies that adapt positively to the sustainable business agenda will be at the forefront of resource productivity, reducing waste and of environmental reporting. They and their management teams make things happen ahead of their competitors” - Michael Meacher (Harding, 2019)

Sustainability in business is how the environment is affected by the business and what effect it has on society. The target of sustainability is to have a positive impact on environment and the society, if businesses do not take responsibility then this will cause issues like environmental degradation, inequality and social injustice (Ziolo, et al., 2015). Sustainability in business looks at the impact in the business an outside the business for example the impact of the efficiency and effectiveness of products or services within the business and waste and resourcing which effects the environment. A businesses process for creating product, providing a service or acquiring stock must be sustainable or it can drastically affect the profits and success of the business. For example, if business create excess waste products then this means extra money is going on materials which are then not being used effectively enough causing an issue with waste. The process of manufacturing a product must be set up in way that products can be created effectively to benefit the business and customers and not cause issue such as high costs or waste issues in the long run (Wales, 2013).

[bookmark: _Hlk18013638]Asda and Sustainability
UK supermarket chain Asda is convinced that the companies bold consumer empowerment drive is keeping it on the right track. Chief executive Andy Bond intends to  “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” (Gartner, 2019). 18,000 shoppers have been recruited by Asda and will have a big influence on purchasing decisions. The customer who provides the best idea to save Asda money will be rewarded. Asda has transparent stores that will let shoppers to view areas of the store that are not usually in view. The primary objective of Asda is to build trust with the consumers. Research shows that the most important concern for Asda shoppers is price. Asda has been successful in its price positioning. The aim of Asda has always been to offer competitive prices and making the business more sustainable saves costs, allows for improving efficiency. Wal-Mart owned company is making going green affordable. The Fairtrade Foundation says Asda s move to listen to its customers is a positive initiative. Asda supermarkets shoppers will want more Fairtrade listed products.

How Barclays is building a sustainable banking system
Barclays Global Head of Sustainability Elsa Palanza is supporting Principles of Responsible Banking and has said why now is the time to act on climate change. A framework provided by the Principles for Responsible Banking to help global banking sustainability and has set targets to tackle climate change. Barclays are setting high standards to be accountable and responsible by understanding the impact of their actions. Palanza explains “The planet warming, coupled with the sea levels rising, will mean millions of people will be displaced from their homes and become climate refugees. It will also mean industries and resources that are dependent on certain physical conditions – like agriculture or water – will be subject to extreme risk. It’s no good just fear mongering, now is the time to take action.” Barclays believe to be effective in tackling these issues they need to collaborate with partnerships and colleagues at all levels is essential to success. Palanza agrees that no one team can do it alone, they must ensure they are finding creative solutions to the world’s problems (Barclays, 2019). Barclays has set out to assist in creating over 65 million low-carbon jobs by 2030 and generate over $26 trillion by “limiting risk and negative consequences, the transition to a low carbon economy” (Barclays, 2019)
Car manufacturers Ford reducing carbon footprint
The Ford Motor Company supply chain is reducing the environmental footprint with the help of Partnership for A Cleaner Environment (PACE) has 40 suppliers in 40 countries. Ford is committed to create a better world by implementing sustainability practices in their manufacturing sites. Ford is reducing carbon dioxide emissions and waste and making water and energy consumption more efficient. Working to reduce the environmental footprint, while still making quality products. Ford has a target to reduce carbon emissions by five hundred thousand metric tons over the next five years worldwide. Ford is concentrating on four categories: energy, water, air emissions and waste by providing suppliers with the PACE toolkit to complete 350 leading practices (Ford, 2017). 

3.3. [bookmark: _Hlk18014683][bookmark: _Toc18021235]Models and tools on the concept of quality
The writer will apply models such as Jurans Quality Planning, the Fishbone tool of Ishikawa and the loyalty ladder theories that are used to improve Customer Relationship Management.
Jurans Quality Planning
Quality planning map is one part of a three-part trilogy created by DR Joseph Juran. The Model emphasis the impact to and from the customer at all stages of the product creation process. The first and most important step of this model is realising what the quality gap is in this business then to figure out the cause and solution (Juran, 1999). The following points are focused on:

1. Identify who are the customers- By pin pointing who the customer specifically is it helps tailor the product for that target creating more quality for the targeted customer.
2. Determine the needs of those customers- By determining the Need of the customer once again the product can be tailored towards them and feel less of a luxury and more of necessity for example Ford has many different ranges of cars aimed at different customers which gives variety and also quality that meets the need of the customer ranging from sports cars for racing, and comfortable family cars for families (Camilleri, 2017).
3. Translate those needs into our language- Customers know what they need but cannot easily see what product will meet that need without it being translated in a way they can understand. This is through adverts showing reliability or showing bargains which will save on costs. The quality of a product must be made obvious to make it appealing
4. Develop a product that can respond to those needs- Creating a product is a difficult process, creating a product and choosing the most useful features to improve the products quality is a step harder. Many problems have multiple solutions and multiple products can be that solution. When products are packed with too many features they may not work as well which drops the quality. Finding the perfect balance will allow the product to meet the customers’ needs more easier and more effectively. 
5. Optimise the product features to meet our needs as well as customer needs- The Product must also meet the needs of the business for example Asda sell good quality products at a value for money price. This increase sales as good enough quality at an affordable price will peak interest in those who need to save or those who look past the brand. If the product has been created to meet its purpose effectively and can be bought at a lower price than the big brand products it meets the need of the customer and the business.
6. Develop a process which it can produce the product- Producing a product is half the battle. If the cost of creating the product is too high, then the profit drops. If the product is not created fast enough then customers will find alternatives. Products such as cars created by ford take a long time to create but without a proper process the quality of the product and time taken would increase drastically. As the cares are created part by part on a manufacturing line and pieced together carefully, they balance out by reduce time take to build product yet keeping quality of the product.
7. Optimise the process- Everything can be improved constantly especially technology as new and more effective machines are created. Whether it can create car parts more effectively, provided customers with easier access to their own bank accounts or even producing clothes and goods effectively (Giuseppe Stecca, 2014). An optimised process depending on what it is optimised for guarantees quality that matches the aim of the business and meets the need of the customer.
8. Prove that the process can produce the product under operating conditions- A theory is good but if it does not work when put into practice it is a flawed idea which needs to be more realistic and improved. This should be done int small trials due to massive risks. If for example a new more effective engine is created by ford in a more efficient, cost effective way and was thrown straight into manufacturing without testing the efficiency, noting the drawbacks and benefits then lots of things can go wrong and slow down the business at the same time reduce quality of both the products and of the business.
9. Transfer the process to Operations- Final stage is the most obvious put the plan into action to start producing the product that will meet the needs of the customer while meeting the needs of the business as it was designed too.
Barclays can gain a lot from this model as it focuses on both external and internal customers which was an issue that Barclays has been fighting against constantly. With more efficient and more optimisation to their processes, the products such as their internet bank and customer service can 
all be tailored to keep customers happy while making sure employees are well equipped and prepared for the they need to do.
(Vanguard, 2019)

Fishbone (Ishikawa)
The basic idea of the fishbone model is to look deeper into a problem and what its cause is (Gheorghe ILIE, 2010). The model starts off with the main issue for Barclays it could possibly be their “Brand image” this is then branched out into generic but major categories, Marketing or employee happiness. The branch then gets their own sub branches diving deeper into each problem. The brain storming group would then go to areas on the diagram with the least branches to expand further. The aim is for the group to keep asking “why” when listing the causes of the issue so further solutions for issues can be brainstormed (API, 2019). When teams are struggling to fix issues or if the problem is not obvious the model helps resolve this and other underlining issues which were not obvious previously by allowing multiple minds to think together and make the through process visual. This Tool can be used to fix many issues such as, Inefficient process, brainstorm needs of customers and over all allow the business to create a quality-oriented business.
The Loyalty Ladder
The loyalty ladder model aims to create a “long-term, trusting, and lasting relationships” with customers (Schulze, 2011). The areas that need to be looked at are as follows:
Prospect
Wal-Mart owned supermarket Asda is convinced that the prospect will play a big role in the loyalty ladder so Asda promotions are targeting the prospect who will be the customer in the future. By constantly competing with competitors in prices and value prospects constantly hear ASDA as an alternative to their current supermarket.
Customer
To keep customers happy ASDA focuses on value for money products which are ordered in bulk to meet the needs of the masses. The store itself aims to retain customers by providing top standard service and trying to meet whatever needs the customers have.
Client
Asda has a loyalty rewards scheme which can earn clients points and get access to future discounts on the George clothing and homeware range. This Strategy is a common strategy to retain customers who become repeat clients since while purchasing the products, they require they earn something which gives customers a sense of reward for shopping in ASDA. 
Advocate 
Asda advocates get a free Health Service discounts cashback card, can be used with any sales and there are no restrictions. Asda has more than two million people with the Health Service discount memberships. When customers shop at stores such as ASDA repeatedly over rival such as Tesco, they become advocate or advertisement through word of mouth for the business. Advocates believes they have been treated well and are loyal to the business and in a way show that to people they know.


4. [bookmark: _Hlk18013483][bookmark: _Toc18021236]Conclusion 
Quality, ethics and sustainability are very important in the success of business companies. Asda were accused of being abusive to suppliers and the working conditions were unfair. Asda decided to build better relationships with their suppliers and investigate the working conditions so they can make improvements. Barclays are trying to rebuild their damage reputation of bad business ethics, they have applied new principles to the way they conduct business and improve their ethics. Ford Motor Company have won an award for the world’s most ethical companies for the eight time. Ford focuses on treating employees and suppliers with respect and the dignity they are due. Asda believe in building trust and long-term relationship with customers and suppliers will boost their efficiency and productivity. Asda concentrate their business strategy on price and giving their customers the most value for money.    Manufacturers Ford are committed to reducing the carbon footprint, they are aiming to reduce the emission by five hundred thousand metric tons over the next five years worldwide, Ford is committed to creating better sustainability practices in the sites. Barclays focus more on the technological aspect of banking to stay in front of the competitor. Barclays listen to the customers’ needs and take risks with their online banking by adding features before other banks. By doing this the business is taking a huge risk as not all faults have been figured out as no other banks have done it yet, but it still creates a good image of Barclays and shows that the business focuses on the quality of relationships with customer needs and product. 

5. [bookmark: _Toc18021237]Recommendations  
Businesses need their employees and managers to be honest and truthful and be careful not to mislead or deceive colleagues, but more importantly the customers. Ethical business and employees need to be honourable, they should not sacrifice their principles. They need to be trust worthy and keep promises they have made by giving relevant information and correcting any misunderstandings, they should make a reasonable effort to fulfil their promises and commitments. 
Loyalty is important for colleagues and businesses and a devotion to their duty. Employees and businesses must be fair in their dealings and should not gain an advantage from a colleague’s mistake or misfortune, they should treat individuals fairly and accept diversity, they need to be open-minded and admit when they are wrong. 
Employees and businesses need to respect individuals equally and respect their privacy and rights. When dealing with business activities they should abide by law, rules and regulations. Employees need to build and protect the company’s reputation and must not engage in inappropriate conduct. The employee needs to accept accountability for ethical quality of decisions made that can affect colleagues, the company and the community.
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