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Executive Summary
This report has been created to analysis why sustainability, ethics and quality are important in any organisation. In this report it shows how ethics and sustainability are used in deferent sector of organisation to improve CRM system and, identified any issues or problems that might have occurred due to unethical practices in the recent years. Such as Debenhams having deceptive pricing on products. Ikea ethical failure issues on, where some of Ikeas drivers were sleeping in truck and working in bad conditions. The implementation of Fishbone and MBWA provides different ways and ideas to improve customer relationship management, which helps with organisational objectives. To future enhance organisational objectives, organisations need to be transparent and sustainable by avoiding mistakes.   




























Table of Contents
Executive Summary	1
Introduction	3
Main Findings	4
Conclusion	8
Recommendations	9
Reference	11
























Introduction

Ethics is a method of moral principles, which effects the decision an individual makes and the way they lead their lives according to BBC (2019). Ethics is about what is good for the society and the individual. Ethic covers how to live a good life, responsibilities and our rights, right and the wrong of the language and what is good and bad. Ethics come from religion, culture and philosophies and fill the topics like human rights and professional conduct.
Sustainability means being able to continue for a long term, without causing little or no damage to the environment. For example, plastic bags are made from petroleum products, therefore, plastic bags are unfriendly for the environmental sustainability, (Cambridge Dictionary 2019). Sustainability focus on mearing the needs of present without compromising on the future generations who can meet their needs. Sustainability comes in the form of environmental/planet, economic/profits and social/people, according to Grant and Kenton (2019). 
Quality means being free of defects. Quality maintains customer satisfaction and loyalty. Quality helps build reputation and reduce the risk of replacing costs on faulty products, (Seidel 2019). Quality is important because It contributes to long-term revenue and profitability. Quality helps a business to charge and maintain higher prices. Every business small or large has a section called quality department, where everyone is involved in making the product a quality product. Quality makes organisations to perform well for their stakeholder, by improving products, services, systems and processes, to make sure the whole business is fit and effective and to make sure things stay on track also a culture improvement to keep getting better, according to IRCA (2019).














Main Findings

Ethic and sustainability are essential to different stakeholder and define a new criteria for quality in customer relationship management, by investing in high quality customer relationship, by resolving pain points of customers while taking care of the details that are important to the organisation, (Bradley 2019).
 
Debenhams  
Debenhams are involved in different Ethical programmes and they aim to reduce variations in the global supply chain, by focusing on life skills which will empower women and their communities by partnering with Swasti an Indian based International Health Resource Centre in Bangalore. Swasti provides number of training programmes to raise awareness and empower female workers, who are currently working in Debenhams Indian supply chain. These workers are trained in five main key areas, for example, Health and Hygiene, Food and Nutrition, Reproductive Health, Financial Literacy and Gender Relationship, (life 2019). Debenhams Ethical sustainable sourcing is important part of business and they strive for equality and diversity within the workforce and the supply chain. By focusing on the impact, the environment might have and by focusing on the need of employees who work in the global supply chain, by working with existing suppliers to understand any local challenges therefore provide help to support and manage risks. Debenhams provides supports for sourcing, merchandising, quality control and ethical trade to create closer working relationship with the suppliers and factories and increase flexibility, control and transparency. By providing improvement process within the approved factory supply base to make sure the building, fire and electrical safety improvements are met and are being checked regularly, according to Debenhams plc (2019).
Debenhams Supplier Code of Conduct focuses on International belief of human rights, with the aim to protect employee wellbeing and basic human rights in the supply chain. Therefore, a detailed policy on ethical recruitment and child labour redemption will be introduced as an ethical trade strategy, to strengthen and focus efforts within these areas with the aim of protecting the most vulnerable, (life 2019).
Debenhams has signed a Sustainable Clothing Action plan, led by UK governments waste and Resources Action Plan to reduce the environmental footprint of clothing over its lifecycle. With the aim to reduce water and carbon footprints and the amount of waste sent to landfill, by reducing the fibre and fabric selection of clothing, by extending the useful life of garments and by increasing re-use and recycle, which will help the retailer or the brand to qualify the carbon, water and waste footprints of it entire garment portfolio suggested by Smith (2014). As a retailer Debenhams impact on the environment is important part of a sustainable business, with the responsibility to make sure the consumption and disposal is balanced and efficient in reducing the environmental footprint, to lower cost and improve the ability to undergo economically. By creating five key areas to make sure the impact on the environment is less, such as energy, emission, waste, water and sustain, according to Debenhams plc (2019).
Debenhams ethical trading and sustainable resources has created a positive impact on the customer relationship by creating value for the stakeholders and the business through developing and managing a culture where customer comes first, making shopping easier and fun by providing the employees with new data and technologies therefore, the employees can spend more time in front of customers. Debenham also shares their values with all their stakeholders by having a sustainable profitable and responsible business, where value is created to strengthen the financial position and growth. By maximising value through a new strategy of what customer wants by making Debenhams more of destination for beauty services, fashion, food and events to increase more of visits. By using mobile to participate in channels to become the main way of interacting with customers, which will help in increase loyalty. By simplifying on operation and process and focusing on doing less things will increase efficiency of the business. By applying this strategy, it will help with growth and efficiency and deliver an improved customer relationship experience and provide better customer service and create value-based culture for all, (Debenhams plc 2019).    
Debenhams has been criticized for deceptive pricing, where customer have complained they have been misled by the retailer, when they bought items online in sale were different/expensive to the price displayed on the item. For example, a customer placed an order online for £28 but when the item arrived the label on the item showed a price of £25. As a result, Debenhams is looking in to the issue by reviewing this process with the aim of fixing the issue. By carrying out proper checks that reflects the current promotion price, (SHOLL 2018).

IKEA
IKEA has an ethical conduct which creates better everyday life for many people, and this is done by the implementation of the core values, mission statement and through supplier’s code of conduct. For example, IKEA ensures the resources for its products are not from protected forests, which aligns with IKEA value of accepting responsibility. Moreover, IKEA has a sustainability strategy that covers people and planet, where the goals are to enhance IKEAs impact on the environment and communities. For example, by providing renewable energy and by adopting to strong code of ethics called the IKEA Way or IWAY, which outlines the company’s beliefs of suppliers. If these beliefs are not followed, then the supplier will be dropped, according to IKEA (2019). The implementation of these culture has been positive on the organisational efficiency. Ikea has practices and development programs to create value for customers, by providing quality products at affordable price to improve the entire supply chain with help from long term supplier’s contracts and customer relationship (Ikea group 2016).
Ikea has a code of practice which involves regular improvement on products, by focuses on innovation and new designs to satisfy specific needs of clients, has a set ethics for overtime and minimum wages to maintain long lasting relationship. The supplier code also helps empower the organisation to maintain transparent and healthy relations, by being strict on unethical practices, for example child labour, discrimination and harassment according to Schirone and Torkan (2012). 
IKEA works with other companies to be more sustainable, for example Ikea owns a company called Ikea Green Tech which advances in start-ups and is involved in technologies that can increase sustainable business by working with non-profit charities in farming to make sure the suppliers of animal products are using kind practices, (IKEA 2019). Ikea uses sustainability every day to drive innovation by providing home solar, veggie hotdogs and kitchen fronts made with plastic recycled bottles and by delivering flat pack future.
Ikea is known for the ethical policies that provides equal opportunities for employees, with the aim that theses employees can help manage the business. However there have been several ethical issues within Ikea that ended in criticism in the media and global market. These criticisms were related to human right, product quality and environmental issues in some functioning countries, (Crane and Matten 2016). For, example, some of the driver who work for Ikea in Europe were working in very bad conditions, because they were underpaid as a result, they had to live in their trucks due to shortage of money according to Conway (2017). Another scandal that hampered the ethical practices was in the quality of the product, which is the famous meat balls having some horse meat, this issue has put a negative impact on the customers (Meikle 2013). Ikea has rectified their mistake by assuring the customer of non-happening such problem again and explained that horse meat is not harmful to eat with the aim of prosecuting the supplier that supplied the meat.



Quality is important in customer relationship management to satisfy customers when retaining loyalty, as a result, customers will continue to buy in the present and in the future. There are different quality models that help an organisation to understand customers satisfaction and dissatisfaction and address these issues, when trying to focus on customer expectation through customer relationship management. (Seidel 2019). Here are some examples of some quality model that that help with customer relationship management.

Fishbone diagram
Fishbone or Ishikawa diagram is also called a cause and effect diagram. This diagram helps to sort ideas in to group by brainstorming to identify any potential cause of a problem in order to find its main causes, (Rouse 2019). The fishbone diagram has a more structured approach than other tools available for brainstorming and looks at the cause and the effect in a visual way. The problem is displayed at the head of the fish and the causes are listed on the smaller bones. This diagram is useful because it identifies possible causes that might not have been considered and direct the team members who have personal knowledge of the process to look and think of alternative causes in the problem to be investigated, according to CMS (2019). 

Problem-Ikea is facing problems in sales, because customer or clients are not happy due to delivery of product, for example, time taken for delivery or the condition of the product when delivered.
People - Cause- not enough training, inexperience drivers. Effect- delivery not on time, products are damaged
Methods - Cause- bad route planning, Effect- delivery not on time.
Machines – Cause – incorrect navigation system, lifting system is not correct. Effect – delivery not in time and products are damaged.
Management – Cause - poor communication, shortage of staff. Effect – low quality customer service.
Environment – does not want to provide help or guidance on customers complaint. No experience or senior staff available, poor communication between employees. Effect – poor customer service and unhappy customers or clients.
Management by walking around
Management by walking around means managers wondering around in an unstructured manner that involves in checking the ongoing work of the employees, for example, to show commitment by communicating on a regular basis with the employees to understand and to deal with any issues, ideas and concerns they might have. There are draw backs and benefits of the implementation of this practice in an organization, according to Mindtools (2019). This concept was proposed by Tom Peters and Robert H. Waterman 1982. There are three components that are important for this process, they are- walking around, making conversation and creating networks. When walking around managers should make sure the walks are directed to the relevant areas that is within his or her command. After starting the walks then, the manager should start to make conversations. The conversation can be during lunch breaks, when stacking up stocks at shelves or at the corridor, but the discussion should be beneficial for decision making and solving problems. Also, the conversation should be the foundation of creating networks inside the organisation. This can be done by listening to employees, providing on-the-spot support and assistant and using discussion as an opportunity to strengthen organisations values and vision, according to Anastasia (2017).
Morrisons uses MBWA quality model to improve customer relationship management 
The vision and strategy have helped to shape the grocery industry of Morrison, taking control of own butchers, bakers and fishmongers gave Morrison ownership of its supply and a unique visibility, by allowing to keep a strict control of the costs and improve availability in side the stores.  Sir Ken of Morrisons uses MBWA by taking a regular visit to the morrisons stores and by not shying away of getting his hands dirty, by creating a togetherness that feels like a family between employees, with the aim to improve the business on the basis on findings from the frontline. MBWA strategy in Morrisons has helped it availability, price, customer service and make sure that the shops look decent, by making conversations to gain feedback on deceptive pricing. For example, if they should go for price compassion, special sales, two for one sale. How to improve the customer service, by asking question related to relevant departments. For example, by walking around at the bakery section to see if there are enough products are available, how the products are displayed, making sure the prices are correct. Morrisons has created a network by meet out and about. For example, they do not have their meetings at the office all the time, however they sometimes have their meetings out side the work area to create clear and calm communication also expectation and needs of everyone to show that the employees are valued. The MBWA strategy has been super effective for managers, which have helped to stay connected with their team and stay well-informed of any operational developments and issues that are related to customer relationship management, according to Tugby (2017) and Butler (2014).




Conclusion 

Debenhams are involved in different Ethical programmes to reduce variations in the global supply chain, by focusing on life skills which will empower women and their communities to create closer working relationship with the suppliers and factories and increase flexibility, control and transparency within CRM system (Debenhams plc 2019). Debenhams ethical trading and sustainable resources has created a positive impact on the customer relationship by creating value for the stakeholders and the business through developing and managing a culture where customer comes first.
IKEA has an ethical conduct which creates better everyday life for many people, and this is done by the implementation of the core values, mission statement and through supplier’s code of conduct. Moreover, IKEA has a sustainability strategy that covers people and planet, where the goals are to enhance IKEAs impact on the environment and communities, (IKEA 2019).
IKEA has used Fishbone diagram helps an organisation to identify problem by focusing at the cause and effect within the organisation (Rouse 2019). Morrisons uses MBWA to improve customer relationship management by communicating, walking around the shop floor and by creating discussions according to Butler (2014).












Recommendations

IKEA focus towards sustainability in ethics, social responsibility and environmental issues. For example, carbon trading, renewable energy and green house gas, but has faced some issues in unethical practices in the recent years. The recommendations for improvements are – transparency and sustainability. For example, Ikea need to focus more towards recycled products, which will help to improve to increase the use of renewable energy resource and energy efficient process of operations according to Parguel, et al (2011). Avoid mistakes by making sure the products are supplied with user manual (Edward 2017). Increase awareness by taking care of problems like fraud, bribery and corruption, which can damage the reputation of the organisation, according to Vollmer (2014).
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