
                                                    [image: The University of Wales Trinity Saint David (UWTSD) | 4theRegion]





Student Name: Ivaylo Georgiev
Student ID: 2128090
Lecturer Name: Abdi Rahman
BMSW5103_BIRM
Understanding and Engaging in the Customer Experience


Table of Contents
Introduction	3
Sustainability and ethical policy of British Airways	3
Literature Review	6
Theories and concepts for customer management	6
Conclusion	9
REFERENCES	11




[bookmark: _Toc139207382]Introduction 
The management of customer relationship is a basic concept for the business that organisation processes in order to implant culture within the foundation and improves the customer satisfaction; retain the valued customers and customer relationship (Bardicchia, 2020). The report will help to developing an understanding about customer relationship within the British Airways organisation where it will discuss about the ethical as well as sustainability policies and also the relevant model and concepts in order to improve customer relation management. The report will represent an informative account on these topics and along with that will describe about the quality models and theories by supporting them with organisational examples. The report will efficiently improve the knowledge and also understanding about the management of customers and quality concepts.
[bookmark: _Toc139207383]Sustainability and ethical policy of British Airways 
British Airways is a leading flag carrier foundation of the Britain and is regarded as the global airline (Moore, Taylor, 2021). The company has emerges itself as the second largest flag carrier which is UK based. The growth of the British Airways majorly described by its position in customer satisfaction as it has become a role model for the other organisation in the terms of customer satisfaction. The company has its own account of ethical as well as sustainability policies and from that the company ensures the customer experience within the business. 
The company has its ethical framework and business conduct code that is applicable for all the employees, employers, British Airways directors and the officers as well as to its subsidiary foundations. These ethical policies are not just limited to providing instructions to the company but it also offers best customer experience to the customers. 
The ethical policies framework of the company involves the following:
Interest conflicts- This situation occurs within the company when the individual personal interests are usually interfere with company interests. As this situation is a matter of the business policy so the employees should not leave the conflicts unresolved unless it is approved by company. In particular it can be determined that the employees of the British Airways should use not attempt to misuse of their position to get any personal and improper benefit. The mangers of British Airways believe that work of organisation will suffer due to the personal issues and conflicts of employees so they try to resolve their issues within short span of time (Kassem, 2023). This policy helps in managing conflicts and encourages the employees to create a healthy work culture in the business premise.  
Confidentiality- The confidentiality policy helps in securing the sensitive information of owners and their customers. The organisation is restricted from disclosing the personal information to anyone else. In order to prevent the customers from fraud and any insecurity the company has adopted security policy. The company never sell personal data and information of their customers to any other parties. The other party is allowed to send marketing information to their customers and for this purpose they take consent of the customers. 
Misuse of information and opportunities- British Airways has developed an enhanced framework for ensuring the customers information; the company has installed the application of cyber security to prevent the customer’s personal information from the hackers. The customer pay their price of flight tickets through online payment applications where they enter their personal data about the banks and ATM cards this data can easily hacked through the hackers and they can steal their money. So the business has taken the initiative of installing security software in their system to prevent from this type of stealing and hacking. 
Fair dealing- The Company is not willing to seek advantage from their competitors through adopting unethical or illegal practices in their business organisation. The ethical code of company clearly stipulates and defines the duties, responsibilities and accountability of their employees towards the business organisation, business partners and clients (YILMAZ, 2022). Employees have the responsibility of ensuring that individual interest will not affect the interest of British Airways goals. The company will terminate those employees that are practising unfair practices in their business operations such as selling the tickets at lower price, leaking personal information or sharing personal details of their customers. The duty of employees extends to make sure that they will protect all the confidential information, records and data regarding the business and their stakeholders. The employees are not allowed to use the information related to the company for their personal benefits. The assets of company are the responsibility of employees they need to take proper care of these assets while working in the organisation. 
Compliance with rules, laws and regulations- All the airlines of British Airways are regulated through the regulator policy of their home country and has obtained proper license for their business operations. They are regulated by UK government policy. The company comply with all the important law regarding wages act, employees act and the other important acts that need to be followed by all the business enterprise of United Kingdom. The policy has helped the business in developing trustable bond with their customers through providing ethical services to their customers. Compliance with essential rules reduces the chances of penalties, fines, lawsuits, work stoppages or closure of airways that is most evident advantage. Regulatory compliance in company is important for upholding integrity of organisation processes, stakeholder’s interest and protecting the public interest. 
Sustainability policies- The sustainability framework of the business engages the investors of the company, stakeholders and especially the customers of the business (Amankwah-Amoah, 2020). British airways have also built an advanced sustainable framework where it has demonstrated the environmental impact, to create the best environment for the business. Sustainability policies boosted bottom line of the company through making it more sustainable. Through implementing these policies the business has reduced their operating costs; introduce more creative and innovative strategies, improved reputation of the airways and attracted more customers that value sustainability. 
The company is currently working towards their aim of becoming first airline that will commit zero carbon emission through their innovative technology. The company has currently invested in the process of developing new and modern aircraft in the market that will be more efficient from the present model of aircrafts. The airline is developing new ways to reduce emission and ensure sustainability of the environment through their business activities. The organisation has cut down their emission of carbon dioxide from atmosphere to reduce pollution and promote healthy environment (Willumsen, 2019). The company has replaced the old traditional jet to the new modern jets that are made with renewable sources. These new aircrafts have low emission during their production process. 
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[bookmark: _Toc139207385]Theories and concepts for customer management
According to (Fatouretchi, 2019). The prevailing trend of creating good relationship with the customers has increased the awareness of business enterprises towards the customers. Modern theory of managing customer relations refers to an idea of coordinating the existing customers. This perception of looking towards the business includes integrating customers in each aspects of British Airways business. 
The important models of managing modern CRM are:
IDIC model of CRM- As per the (Nicolescu, 2021) this is used as an abbreviation for identify, interact, customise and differentiate the customers. This model is also known as the loyalty model of IDIC. This model generally used for managing the relationship with customers by the British Airways company. This tool helps the organisations in solidify their relation with customers and gaining competitive advantage through understanding needs and expectations of the customers. The IDIC visualisation includes a flowchart of four parts, with every letter of acronym representing separate stage of process. 
Identify potential customers: This is first step of this model that try to figure out customers for the business according to their products and services. In this stage, the company needs to analyse and evaluate demographic data, find out dislikes and like of customers, identify their needs and buying behaviour. This step involves collecting information and data about the customers as much the company can collect. 
Differentiate between the customers: In next step the company will try to separate wheat from chaff. The goal of company is to discover those customers that are valuable for the company in current market condition and those that can be more valuable in future. The business will also differentiate the consumers according to their desires and needs. 
Interact with customers: After completing the above process, now the business organisations will try to solidify the connections. The business will interact with their customers through different available channels that allow the company to gauge customers’ expectations, relationship with various business and their values. 
Customise: In the last step, using all information collected, the business can tailor their products, starts communicating and overall supervision to meet expectations of the customers. 
The main purpose of this method is running the CRM function of British Airways more smoothly. This method is a procedure of connecting and courting with users through using customer data. Ultimately this model focuses on improving the process of CRM and strengthens relationship with customers of the company. This will help the company in identifying their current valuable customers and they will be able to focus on them properly for creating good bond and relation with them. 
Model of value chain- According to (Nemati, Weber, 2022) this model facilitates insights to organisations on developing and applying the strategies of customer management. The main motive of value chain is to create integrity between the external and internal process to build value for consumers at profit.  Along with this it is applicable for both B2B and B2C types of organisation of different sizes. 
This model has various function the main function is of good CRM that involves assessment of consumers portfolios to identify the chances of long term interdependence, assess level of attachment of customers with business, work towards developing network with customers, create value proposition in market and manage cycle of consumer management. This method also emphasises on creating association for long term through a innovative concept that recognises needs of the customers, their document information and work with IT process that keep track on the customers’ needs. The functions of primary stage are locating the potential customers, identifying their habits and way of buying, interacting with them to develop relationship and facilitating customer services to them. Utilisation of this model will create lasting relationship of British Airways with their consumers.
Analysing customer portfolio: Identification of customer is called as crucial responsibility of the business as it provides assistance in establishing target customers and develops services and products according to them. 
Network development: This function of developing network is steady and slow as it needs extensive interaction of organisation with their customers. The customer requires be attracting and engaging in pre-sales, post sales and sales stage. 
 Development of value proposition: The value proposition in relation with service or product comes when organisation has overall idea and concept of customer needs. This process includes recognition of resources, procurement and development of resources and creation of services – products to address value based desires of the customers. 
Five step method of CRM- As per (Demetrescu, Ferdani, 2021). This model helps the business in retention and acquisition of customers. It involves the process that will help a company to maintain and build relationship with consumers. This model basically discusses relevance of different processes of the organisation. The process involves strategy development method, value creation, process of multichannel integration, performance assessment and analytical process for managing the information. Each process is cross-sectional, interlinked and process oriented methods. These processes have their different functions and roles for increasing the success with implementation of CRM. 
 Strategy development: This function helps the company in making strategies for the business operations and customers. For company strategy they develop vision in relation with their offerings. The motive of strategy development is to establish a goal of the company. 
Value creation: The process of value creation involves identification of value of customer for the business. The company requires understanding those customers that are valuable for business through utilising this process and implementing value assessment. This step helps in identifying the aspects of value creation that are determine the process of value creation, identify value added customers and identify the ways to maximise value. 
Multichannel integration:  This process works on the inputs that provide value creation. It includes converting insights from processes to the outputs in activities that will add values. This method suggests that company conduct tasks for engaging customers, retain them and understand about their perspectives. 
Performance assessment: It is crucial to understand the value proposition technique of business are effective or not. This process argues that business should realise their value creation through the perspective of shareholders. 
Information management: This is analytical part that supports other processes. This process includes collecting information, organising and then using this information for helping the customers and identifies the behaviour of customers. 
All these models of CRM are very effective and beneficial for the organisations. British Airways can implement these models in their business operations to create lasting association of the customers with the airlines. 
[bookmark: _Toc139207386]Conclusion 
Customer management is a method of managing all the company’s relationship with their customers, general public and stake holders as well as the interactions with potential customers of the company. The objective of managing relationship with the consumer is very simple that is to improve organisation relationships. This model and policies helps in building connection with customers, improve profitability and streamline process. This report included information about the customer management policy of British Airways. Further it determined the ethical policy of the business enterprise and provided detailed information about implementation of these policies in their business operations. The report facilitated literature review for the theories and models that are utilised by the company to create integrity with their customers and providing best services to them. The company has invested adequate amount of money on managing customer relationship. The company can improve their Teradata CRM through making the software application easy so that the employees can easily operate the application and they can track the activities of customers through efficient use of the software. The company should organise workshop to provide training about the usage and application of the software to their employees. This will facilitate effective utilisation of the CRM. The company should track the behaviour of customer throughout their sales cycle. The company can do this process through gathering data before booking the flight tickets through calling the customers this will attract the customers to book the tickets from their airlines. The data and records present in the software needs to be updated periodically to gather new information about the customer this will also provide the identification of new opportunities of sales in the market and help the British Airways in increasing their profitability. The company can avail excellent benefits from the CRM software through integrating the software with online platform of social media. The customers are engaged in social media and this platform has become the fastest growing platform of brand promotion and increasing the sales through attracting number of customers using these platforms. The organisation has adopted the policy of securing the data of customers but that is not enough. The airways should practice this on the airport during the departure process. They should provide the facility of easy checking, less waiting time and fast procedure of checking the documents. This will make their customers happy and facilitates retention of customers. CRM is vital to develop good business opportunities through providing best facilities to the visitors. The above changes will help British Airways in enhancing their operations and increasing the sales.  
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