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Executive Summary

The purpose of this report is to understand the effects of organisations ethical and sustainable practises that help the company influence and impact its customer relationship. This is emphasised throughout the introduction and the findings of this report, as the introduction focuses on the benefits of having ethical and sustainable policies that can help with organisation comply with customers ethical and sustainable stance.
Overall the research undertaken will provide information of case studies and customers own opinions on the organisations ethical and sustainable attitude of certain issues highlighted. It will demonstrate what ethical and sustainable efforts the organisation have engaged in throughout the years, indicating what company is more focused on providing ethical products to having more environmentally friendly waste management schemes.
Further looking into the inside of an organisation, understanding how management use certain tools and theorist to enhance its efforts in customer relationship management. The report will explain in depth of quality models that help with  developing its performance and services to customers.
This report will conclude all the findings and gatherings of organisation ethical and sustainable impacts on the customer experience and relationship management. As well as providing recommendations that highlight the developmental research that the organisation can achieve if followed through with, to improve its ethical and sustainable stance with customer relations.
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Introduction

Customer experience can be impacted and effected by the organisations policies, which are the ethics and sustainability of the business (Aquaye,2018).  It is important to understand the difference between the two, as ethics impacts the business by the choices that are being made, they regulate what standard and policies that should be made in the organisation that can be perceived to its customers (Norman,2016). In other words it describes how an organisation should behave in a particular manner, this can be implemented through being honest, loyal and have a sincere affection towards others to avoid harm and bring about a positive outcome towards customers and the ones who work behind them (Aquaye,2018). The benefits of having ethical policy within an organisation is that it attracts the customers to an organisation by improving its revenue and sales, it also results in investors being interested by their ethical stance, benefiting the organisation reputation as well as its brand image (McNamera,2010). 
On the other hand, sustainability, of an organisation reflects on improving the present and the future prospects (Business Case Study,2019). This can be identified by an organisation effects on the environment, and the social impact it has on the society (Spiliakos,2018). It analyses the internal operations of the organisation such as how the business is managing it risks, considering how efficient the system and processes are (Business Case Study,2019. It is very important that organisations consider their sustainability as it helps to bring about a positive impact on both the environment and society (Spiliakos,2018).  The benefits are of which that it improves the planets resources, improves waste management in business, and provides quality control (Spiliakos,2018). Therefore, having ethics and sustainability in an organisation is crucial as the customers can only be interested by the loyalty and the ethical image that the organisations portrays (Hill,2019).   




























Main Findings
Customer experience is a perception of the customer that has on a business or organisation, resulting in how the management of the company communicate itself with the customers with what products and service they provide (Morgan,2017). Customer experience also allows customers to understand the inside of the business, how the engineers produce the products, whose leading the business, are the products being sourced fairly, all these leads to customer perception (Morgan,2017).  Following policies is important as it benefits the organisation and employees to be safeguarded, also outline what behaviour is deemed unacceptable, for example  online websites the customers data policy will have to be protected that will help customers trust the company with its personal information (Hamilton,2018). 
Bodyshop Ethics 
It is believed that Bodyshop follows a very ethical stance as its mission statement states, ‘it dedicates the organisation to the search of social and environmental change’ (Business Case Studies,2019). This is evidential in their performance, as consumers are driven by the belief of Bodyshop to provide great products but is also elevating its workers who create the products (The Body Shop International,2019). As Bodyshop ethical attitude is to improve its peoples life by ensuring that all workers are not being exploited or discriminated, also that each individual is happy in the working environment, and that each worker is provided with job security and fairness (The Body Shop International,2019). In a recent case Bodyshop have partnered up with other organisations such as stakeholders like Sedex- which bring other businesses to improve its ethical performance  by managing its labour rights, health and safety precautions, and also benefits the environmental and business ethics (Sedex Global,2019). However, regarding its customer experience, Bodyshop have failed to ensure it aligns its actions with its values of protecting against animal testing of products (Business Case Studies,2019). As mentioned by  Carlile (2018), that Bodyshop was under an eleven-year boycott for animal testing as it was bought by brazil’s largest cosmetic company, Nautra.  It was claimed that Nautra bought the business off of L’Oréal, and customers that were animal activists wanted to know about the policies behind the animal testing, however Nautra failed to answer any queries regarding the cruelty free claims (Carlile,208). This particular issue effected the customer experience with the organisation, as consumers were deterred away from the products that were tested on animals, as it went against their own belief of fair trade  (Hope,2017).  The customer will only choose to do business with the company that have the right reputation and comply by its values for being honest and clear in their trade (Newman,2015). However, since then the issue has been resolved as Nautra have brought around a new policy for any future or current animal testing to be discouraged (Carlile,2018). This new policy will help build trust and loyalty with the customers, as well as aligning the values of the company with its missions to avoid using animal testing (Business Case Studies,2019). 

Bodyshop Sustainability 
Bodyshop mission statement claims that it ‘ensures that the company is ecologically sustainable, meeting the requirements of the present without compromising the future’ (Business Case Studies,2019). The company ensures that it creates and produces products that are less harmful to the environment by sustaining biodiverse ingredients (The Body Shop International Limited,2019). Not only does it produce fair products but reduces environmental footprints within the stores, by having 100% renewable carbon- balanced source of energy  (The Body Shop International Limited,2019). In marketing the company requires it to segment their customers to understand their needs and wants when selling a product or service, this can be used to source out more effective products and generate more marketing ideas (Recklies,2015). Bodyshop targets individuals that prefer environmentally friendly products, these are classed as green consumers (BSD Global,2019). These particular consumers are seen to be more committed and sincere to the business, prefer to have a more greener approach regarding their lifestyle, choose to spend  that extra money on sustainable products, also they are more happy and content when they know that the business is trying to improve its steps to a more greener resulting in consumers to believe that the company is caring and considerate about the world around them (BSD Global,2019).
Amazon Ethics 
Amazon is an online retail store that provides other businesses to use it as a platform to sell  buying products at a low-cost price to customers’ needs and wants (Farfan,2019). Amazons mission is to be the world’s most customer focused company, for individuals to fulfil their desires through their online service (Farfan,2019). However in some recent cases, Amazon was found to be unethical towards its employees that worked in the warehouses, as injuries and illnesses were unreported in a recent report found in one of the New jersey warehouses (Cain & Hamilton,2019). Also, it is found that the ones that are fallen ill or have personal issues, do not have enough respite time as management will then consider evaluating their position in Amazon (Farfan,2019). These issues can affect the reputation and the integrity of the business, as customers will feel that management of Amazon do not care for employees rights, as well as they may reconsider purchasing from their website (Macdonald,2019). It can also leave the employees feel demotivated, and the service of the company may become slow which would result in slow performance leaving customers to receive late orders  (Macdonald,2019). Furthermore, in a recent customer review the individual was unsatisfied with the service they experienced stating that the goods that were bought did not come on time (Reviews.io, 2019). Despite this Amazon have addressed the issues by ensuring that employees receive the benefits of working there, by providing medical health care, paid holiday, and other resources that helps improve the wellbeing of the individual (Amazon Delivers. Jobs, 2019).

Amazons Sustainability 
According to Hunt (2018), amazon was found that its miscommunication led stakeholders to believe that it was always committed to being 100% energy efficient, as their only first wind farm opened up in 2016, this led the organisation to not provide information of its future plans on improving its environment footprint with regards to shipping and exporting goods. In essence this impacts the customer experience as consumers want to understand the business well before purchasing items from their service, therefore the organisation requires it to provide information on how its tackling on the environmental issues (BSD Global,2019). It is further mentioned by the amazons spokeswoman Melanie Janin that Amazon is continually trying to improve its recycling quality  , by reducing its waste by 20% in 2018 (Young,2018). It is further added that Amazon is currently providing customers more of an insight of the business so the perception of the organisation can be changed, by amazon providing recycling information on  the website (Young,2018). This leads to the customers than feeling more comfortable and happier to know that if they do purchase goods off their website that the waste products will be ethically sustained (BSD Global,2019).

Asda Ethics 
Asda is one of the leading British supermarkets. It provides wide range of services from groceries to their own brand George clothing (Corporate,2019). It is believed that Asda mission is to ensure it stays Britain’s best value retailer, to meet its customers’ requirements always (Corporate,2019). Asda ensures it goes out its way to make sure that everyone receives the best customer experience, as some colleagues create lasting bonds and relationships with customers, that lead them to deliver food to their house as the service user is unable to due to personal illnesses (Asda Collegues,2019). As mentioned by Bright (2017), Asda has been blamed for mistreating workers in third world countries such as Bangladesh as it has been reported that it pays the workers under 26pence and hour.  However,  Asda spokeswoman insists that it is creating factories to improve the workers living wages, some of which has increased its Bangladesh workers’ wages to have gone up to £6.70 per week (Action Aid, 2019). In a recent study Curtin (2018), has reported that most consumers only buy products that fit in with their lifestyle and aligns it with their values knowing exactly how the manufacturing of the good will affect the livelihood of the person sourcing it. 

Asda Sustainability 
It is identified that Asda’s waste policy is to ensure that all material and waste is being recycled, reduced, reused and redistributed to avoid any waste ending up in landfill sites (Asda Opertations,2019). Asda discovered that nearly 40 million paper was being used as receipt for the delivery operations, this particular issue went against the stores mission zero waste policy (Going Paperless,2019). Therefore, the customer experience will be impacted as individuals will receive an email  on delivery day showing any substitutes and any amendments that have been done (Going Paperless,2019). In a recent review most customers feel that it’s quite refreshing to see that Asda is making an effort to stay green, whereas some are quite annoyed and frustrated by the new paperless change they feel that there should be an option if they would like opt in or out for a paperless receipt (Money Saving Expert,2019). 
Quality Models 
Customer Relationship Management is form of connecting and improving an organisations customer service relationship, this helps with the organisation to analyse customers contacts and data to create strategic marketing plans to gaining new customers (Rouse,2019). Customer relationship management is achieved through a data analysis called the CRM software, it helps various individuals such as sales management and contact management to enhance its efficiency and success of its own digitalised customer relationship management (Salesforce,2019). Having a CRM in place is beneficial as it helps with revenue and profitability, and also improves the efficiency with handling and understanding the service user’s needs (Act,2019). Furthermore, organisations today prefer to use quality models to enhance and develop their business performance and services, such as having management adapt to using the Ishikawa diagram (Mindtools,2019). The Ishikawa diagram commonly known as the Fishbone diagram helps to organise and structure the causes and effects of issues in an organisation, analysing the data found and trying to improve its quality of service (NHS,2019). Using the fishbone analysis, it has come to highlight that there are some certain issues with Asda customer relationship,  with deliveries as it has been found that Asda is considered to be the worst supermarket for its online delivery service (Morley,2019). Refer to figure 1.1 for the fishbone analysis on Asda’s CRM. 





Figure 1.1: Asda Fishbone Analysis




Analysing the fishbone model, the service and the product of Asda deliveries has been found to be inadequate, customers are misled by online deliveries showing that certain food were available, however Asda would then give alternative products in conjunction to this (Morley,2019). For instance, Asda have been found to give poor products by substituting red wine vinegar to a bottle of red wine instead (Morley,2019). Customers who are misled by an organisation may lose their trust with the company, as it is claimed by Haden (2019) that the company should not just imply that a customer may need a product that they do not require initially. In marketing segmentation, the customers is important as it helps management understand the customers’ needs and wants (Haden2019). Organisations segment their clients by analysing the demographic information- this is where age, gender, income and occupation is considered, Geographical information is also to be used as business that are large may need to consider being in city based where there’s more customers , the psychographics this is considered to be the individuals personality traits or their social class, lastly with segmentation behavioural data is measured- by analysing the spending habits and the preferred products advantages to how customers would benefit from it (Rouse,2019). 
In relation to this the delivery drivers have been found to be inconsiderate, as a customer complained stating that the driver was  not helpful towards the service user to assist them in taking the shopping upstairs (Trust Pilot,2019). This suggest that the customer relationship management is being misconducted, as staff need to ensure that the customer relationship management is a prolonged affair ensuring that customers’ requirements are met and that they are valued (Romain,2017). Furthermore, deliveries that are expected in certain time have either came very late, or products just have not been delivered leaving customers to feel angry and frustrated (Trust Pilot,2019). Customers have complained stating that a delivery that was meant for Monday would turn up on a Wednesday, also this suggests that the organisation is very unorganised and does not care about the customer service (Haden,2019).  According to Discipio (2017),  an organisation reputation can hinder its professionalism it is reported that nearly 95% of customers will tell another individual of their bad experience with the organisation 
Lastly Asda home delivery has been suggested to have a bad reputation, as Walsh (2019), stating that nearly thousands customers were unsatisfied with the online site being misleading from prices to not having products available (Trust Pilot,2019). Asda stated that its online grocery website, purpose is to ensure that customers receive the best quality of service that comply with the customers’ requirements (Groceries,2019). However other competitors such as Ocado, have rose above and beyond to providing a five star rating delivery to its customers for time slots, ensuring that all food supplies are available without needing to give substitutes, and having helpful delivery drivers (Morley,2019). 
Another quality model that is used in organisations to be more efficient is the Management by Wondering around theory, which was explained in Tom Peters book ‘In search of Excellence’ in 1982 (WRHA,2019).  It explained that MBWA is a concept that helps management connect with employees just by simply walking around and conversing with the team (WRHA,2019). It works by working alongside the employees, asking questions, and providing assistance or support when required (Tucker & Singer,2013). The benefits of this model is that it helps management show appreciation to employees just by showing genuine understanding of staff in what they do and what management can do more to work efficiently enough  (WRHA,2019).  In relation to organisations having a more effective CRM strategy, Bodyshop has been found to use this particular theory to improve its own CRM, as managers interact a lot with its own employees to address any issues, they are found to coach and train staff to maximise its customer relations (Indeed,2019). Management of Bodyshop have come to realisation that their teaching has come to good use as employees are the first faces to be seen, employees are what brings in new faces and build the company’s reputation (Monych,2019). Every employee helps the organisation to excel and develop within the society with connecting and creating effective relationships with customers as they influence the customer relationship management (Ryan,2016). 
Customers have found that employees are very knowledgeable on the products being sold, have good demeanour towards customers, and that employees are very skilled at what engaging with customers and handling queries very professionally (Trust Pilot,2019). Customer relationship management is only achieved if the management understands its customers as well as the employees, as managers follow the MBWA theory the customer assistant can put their skills to the test by handling complaints of customers not being satisfied with an item due to deceptive promotion.(Prospects,2019). Compared to other organisations Lush cosmetic company have been found to train their employees to enhance its customer experience a bit more by having the employees use and experience the products themselves to give their own personal opinion free of charge, and can later have a staff discount for more use at home (Lush People,2019).  Having employees test the products beforehand allows customers to perceive that the company testing is embedded in the culture of the organisation (Lush People,2019).  This model will help with providing good service towards any organisations, it will increase the customers value towards the company which will result in the organisation not having to spend more on retaining new customers on marketing strategies  (BSD Global,2019). 














Conclusion 
To conclude the report on the ethical and sustainability policies on the quality of the customer relationship management, it has been stated that Body shop ethical impact is to make sure it does not go against its mission to exploit its workers and suppliers, even though they were found to test on animals besides stating that they do not (The Body Shop International,2019). Compared to Amazons their ethics goes against Bodyshop’s, as they have been found not to keep reports of injuries in the warehouses (Cain & Hamilton,2019). This indicates that Amazons customers will feel that their management do not consider their employees welfare and wellbeing, which will deter them away from future purchases (Macdonald,2019).  This ethical stance is similar towards Asda’s issues with the customer experience, as they have been found to pay less to employees in third world countries for their George products (Action Aid, 2019). According to Curtin (2018), the customers will only interact with an organisation if their ethical attitude align with their own values ensuring that workers receive fair pay. Regardless of this Asda sustainability have been found to be very effective in ensuring that it aligns its policy to have zero waste, by going paperless with their receipt to save the environment (Going Paperless,2019). Despite this the customers’ needs were not met as some considered this new policy to be not fair as customers do not have control whether they would want to opt in or out to paperless receipts (Money Saving Expert,2019). In comparison Bodyshop sustainability was effective as well in saving the environment as sustainability ensures it preserves the planet without effecting the future of the business (Business Case Studies,2019). The customers that were greener focused, had the opportunity to buy products from Bodyshop by spending more they did not go against their values indicating that Body shop has a much more caring side towards the environment  (BSD Global,2019). However according to Hunt (2018), Amazon have misinformed their stakeholders regarding their own sustainability stating that it is 100% energy efficient when no report was confirmed this when asked. Despite this it has been later reported that Amazon is improving their recycling efforts, by allowing customers to understand their sustainability stance by addressing it on their website  (Young,2018).
To further conclude it has been discussed through the report that organisations use quality models and theorist to enhance its customer relation management (Rouse,2019).  It is mentioned that the quality models are implemented through the Ishikawa model (Mindtools,2019) and the Management by walking around theory (WRHA,2019). These two models both highlight the issues which require more understanding of its employees and customers to provide the best service (Prospects,2019). Whereas the fishbone model looks more into depth regarding issues with customer relationship management on an organisation, such as Asda Deliveries (Morley,2019). Considering this the MBWA theory looks more into how to manage employees to enhance its services better to improve its customer relationship (WRHA,2019). According to Indeed (2019), the management have been found to guide their employees to increase customer relations, which is why customers have felt that the employees are very skilled at what their job  and that they can deal with queries effectively (Trust Pilot,2019). However, in the fishbone model, it indicates that customers satisfaction was not met as Asda delivery drivers were seen to be very rude and unhelpful with taking shopping indoors (Trust Pilot,2019).





Recommendations 
Despite Bodyshop trying to stay away from testing its products on animals it’s best alternative is to link with organisation such as PETA that go against animal testing completely, as they test on human tissues by using the most advanced computers and scientific techniques (PETA,2019). Customers will feel that the companies ethical attitude comply more with it being with a trusted organisation such as PETA, as their aim is to eradicate animal testing as they have nearly 6.5 million supporters and members worldwide (PETA,2019).
Analysing Amazon ethical issue of not reporting incidents in the warehouses,  it can improve its efforts by using the Fishbone analysis to investigate its main issues and the causes of these to discuss ways of improving its system and infrastructure (Mindtools,2019). Also for customers to dispose its waste for cardboard, the company should be able sustainably manage its waste by having pick up collection for the carboard being used which can be reused rather than throw away, this indicates an effective way of managing the resources (Lund,2019). 
Asda sustainability issue can be rectified if they provide and online delivery option to receive paper view receipts, therefore customers can have the choice. Instead of having 40 pages worth of paper, they can invest in providing methods of replanting every tree they cut to sustain the environment rather than wasting the planets resources (Esch,2018). 
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