
THE ETHICAL TRADING AND SUSTAINABLE RELATIONSHIP WITH THE CUSTOMER OF THE BROAD BAND SERVICES PROVIDERS AND IT’S IMPACT ON THE RELATION OF THE CRM.
                                                       
 INTRODUCTION
Ethical trading is the co-operative with the social and environmental way for an organization to manages its value chain. To Maintain the ethical standard the businesses should focus on the welfare of human rights, workers welfare, biodiversity, and the sustainable production methods. On this assessment will analyse three of the largest broadband services providers in the UK how they are practicing the ethical trading and sustainability with the societies for the better future. In these twenty first centuries people are more depending into the internet facilities and the rapid demand of the internet services there are lots of broad band companies are in the market to provide the services for the communities. By connecting internet to every home and business premisses on 24 hours a day it has transformed the way of life and work of the global communities.  The societies and business are moving towards the online platforms round the globe. The broadband companies are taking advantages because of the rapid increasing internet demand to expand their business. In this assignment will analysis the Virgin Media, BT telecom and Sky UK Ltd. They are relatively the largest broadband providers in the UK and how they are practicing their ethics and the sustainable business policies and how these have impact on the societies.  Also, will discuss how to improves the service quality which will improve the customer relation with the organizations. 

        ETHICAL POLICES OF THE UK’S LARGEST BROAD BAND COMPANIES
Ethics is a system of moral principles which reflect on people’s approach of decision making and live their lives. The word ethics came from the Greek word ethos which means custom, habit, character, or disposition.  It is all about what is good for the individuals and the societies. It is also called moral philosophy what is morally good or bad also morally right or wrong. “Business ethics is the study of business situations, activities, and decisions where issues of right and wrong are addresses, (Andrew Crane, 2016).”   
Ethical policies for the business and organizations are the guidelines for the employees of the organization to do the right things and maintain its standard at any circumstances. Business ethics is the business policies and principles that drives the business success to their consumers and the stakeholders. It is a basic guideline the business management decided to choose to follow to gain the potential customers attention to their success. These ethical policies ensuring a basic level of trust between the customers and the other stake holders. Marketing ethics are the guideline that ensure that everyone should follow to maintain the relation with the distributor and customers, advertising standard, customer service, pricing, product development and the general ethical standards. 
                                                       
                                                    VIRGIN MEDIA
Virgin media is one of the largest internet provider company in the United Kingdom which was been providing services to the community’s science 2006. Virgin media as an organization providing service with the co-operation with the companies over twenty years of experiencing the challenges and the demand of the market condition. 
The data protection Act 1998/2018 companies have to follow the rules and procedure to protect the customers data. Virgin media will not give out anyone’s personal information except yourself or someone you authorised. Also, virgin media provides information about the business broadband services how to use safely and securely. Froud and criminal activities by using virgin media equipment or the any sort of services have to face the consequences. Because the policies of the virgin media are the individual provided services is responsible for the activities what acquired have to face the consequences. The Ofcom guideline the General Condition (October 2018.) for all the communications providers to operate in the UK to protect customers, (T& C, Virgin policy Oct’ 2017.).
Digital divide is the difference between these who have the access the internet and who has not, and this could be the age, location and also could be the wealth. Virgin media polices about to use the digital platform to grow responsibly and sustainably. Their strategy is to grow responsibly and sustainably they started a plan with investing of £3 billion in 2015 to provide service 4 million additional premises on the next following five years. Virgin media has shown the ethical responsibility to the community with this approach.  
Virgin media has a zero tolerance approaches to the modern-day slavery and human trafficking and promote to the suppliers to do the same. Virgin media focusing the relationship with the employees and the fare practice of employment according to legislation and the employee’s freedom of joining to the union if they happy to prevent discrimination against or treated unfairly in the workplace. Also, the employees’ wages and the benefits have to be accordance with the relevant legislation virgin media keep informed their employees. There are no chance to use child labour for virgin media in any circumstances. Working hours of the suppliers must comply with the legislation and not exceed more then 48 hours a week to be sure and must not demand overtime in the regular bases. In virgin media it is ensured that the employee never be abused, harassed, or intimidated. Also, there are no racial, ethnic, or religious discriminations allowed.  Action must be taken if there is any such thing happened, (Virgin Media Supplier Code of Conduct, March’ 2014.). 

                                                      BT Broadband Services
BT is one of the leading telecommunication company in the world. BT providing services round the globe about 180 countries including UK. It is one of the world oldest communications company was founded by Sir William Fothergill Cooke and Joseph Lewis Ricardo in 1846. It is one of the well known famous broadband provider and offering services almost everywhere within the UK. There are some of the ethical policies of the BT broadband that influence the consumers behaviours are going to discuss below.  The chief Executive P. Jansen says that working ethically is important for the employees, customers, suppliers, and shareholders because the code explain the responsibilities and that remind the responsibility and the concerns or any issues, (BT Way, bt.com.).
BT activities are ensured by complying the law and make sure following the local government low to protect the consumers and the business. Also, make sure all the consumers are treated equally in regards of the human rights. BT has a very strict policy about bravery. There are no chance to accept any unauthorised payment, gifts or any kinds of offer which can gives an unfair advantage. By breaking this law can get punishment by the UK bribery act.  The Ofcom introduced code of practice is such example for the code of practice on Broadband Speed (March’ 2019.). the Ofcom’s general Conditions to protect the business customers, (Communication Act 2003). 
BT committed to protect the confidential details of the customers, peoples, and the company. BT use the data of the consumers for the services purposes and store safely and securely. There are the privacy policies that all the employees have to handle responsibly customers and business information’s. BT respects everyone’s rights of dignity and equality in any circumstances. BT believe in providing services in the community with a positive impact in the community and exercise their right and freedoms. 
BT does not tolerate any financial misconduct such fraud, tax aviation and money laundering activities. The people not complying the roles and abusing the position of the organization can be punished. That shows the responsibility to the state and its inhabitants also achieving people trust on the organization. 
To act in the market as a fare competitor BT believe in open marketing and right of the other competitors in the market and never create any pressure to the consumers to choose over other competitors. BT always company the marketing strategy which are enforceable by the Ofcom the regulatory body. In order to prevent the reputation of the company individuals are not allowed to use the social media platform to represent themselves as a representative. Also, some contact centres have very sensitive information’s there are strict to use social medias at workplaces. BT colleagues and the employees always strict to the social media guideline other wise face the serious consequences. By employing the Ofcom’s codes of practice ensuring that creating other companies level playing field for fare ethical marketing environment.

                                             SKY UK LIMITED 
SKY broadband one of the leading broadband provider in the UK. Sky broadband started its business in the UK in October ‘2005. Sky providing services almost all over UK and attracting customers with their unique offers and service to the communities.  Lord Karan Bilimoria” I’m delighted that Sky have committed to ambitious action to better represent the communities they operate in and customer they serve, “(CBI President).
Sky believing to provide best service to customers in the highest standards to attract the customers. Sky has the policy to have excess for the everyone and maintain the customers right. Sky broadband shield helps to protect kids from unsuitable contents. Keeping customers safe online sky playing a big role to make UK safest place to be online. By practice Ofcom’s General Conditions (October’2018.) is ensuring the consumers are safe with the organization and making the brand pride in the market.  
To provide best service Sky believe the service provider team need to focus. The team members need to treat with respect and fairly. Sky has some dedicated support net work to provide peer-to- peer support to their community. Also, sky support various social activities such Stonewell’s Rainbow Laces campaign, combating homophobia etc. By the law employee rights giving the employee to be treated fairly the rights is given by the state and the companies have to follow the law (Equality Act 2010.). 
Companies are very much depending on the suppliers because the without the support of the suppliers would not be able to provide the service the community. Sky has a share understanding of human right, environmental and governance principals to drives together supply chain. To ensuring there are no such activities child or force labours or violating any human right or the workers rights by the supply chain.  

                        SUSTAINABLITY OF THE BROADBAND COMPANY 
Sustainable marketing is about the marketing activities to meet the consumers need and preserve the ability of the future generations need as well. Sustainable marketing is called for socially and environmentally responsibly actions.  Sustainability is about the goods and the service and the component is to produce in a way that has to be environmentally friendly and renewable items. The rapid internet usage demand by the people creating more carbon footprint and causing environmental damage.  The report shows there are internet emits of 300m tonnes of carbon each year, (The Guardian, 2010). That is more than the half of the fossil fuels burned in the UK. 

                                                           Virgin media 
Virgin media wants to use their power of their brand, people, and the connectivity to create positive effect in the society. The five years of sustainability plan is about to build connection with the communities and the better environment is the way shows how the company care about the society and the environment. 
IMPACT ON CONSUMERS 
Business activities can have an impact on business positive or negative depend on the business policies. High pressure selling can have an impact on the business because providing service with respect and build the long-term relationship with the consumers. To create pressure to buy unnecessary product by employing salespeople who are paid on the target to meet can have very negative impact towards the company. Also, deceptive pricing, advertising can have a negative impact on the business. Digitally people are more connect than before, but loneliness and isolation continue to rise. Virgin media committed to connect 1.5 million people to the community by 2025. Virgin supported many activities such supporting the unpaid carers, organizations to support their communities to end the loneliness and boost belonging. 
IMPACT ON THE SOCIETY AND ENVIOURNMENT 
Virgin media wants to build a business where all the employee and customers feel they belong. For this reason, virgin media creating hundreds of new opportunities for the people from every communities to have access skills and employment.  Virgin medias target to shrink the impact on the planet on to zero by using environmentally friendly policies zero carbon future. By the year 2025 virgin media sets to reach zero carbon and zero waste across their operations. In regards of the alternative energy sources virgin media installed Solar PV system as a renewable source of energy in the Bristol plant. This was a project of the Lower Impact 2020 sustainability goal. 

IMPACT ON BUSINESS
Virgin media committed to run their business in way that how the people of the company and the customer expect to be. They are very much committed to protect the environment and the society.in 2015 virgin media started to expand their network to provide approximately 4 million more premises for the next 5 years. This will enhance chances for the opportunities for more or less 100,000 new business in the UK economy. By investing millions into the infrastructure and creating opportunities in this competitive marketing environment that will attract other companies to invest into their infrastructures to compete in the market and that will have a positive impact on the customer service and the business. 


                                  BT BROADBAND SERVICE
Over the years BT showing the responsibility to the consumers to help and connect by providing service. They are taking more responsibilities to help with their technology and the skills in a sustainable way for the better future for the community. BT has a sustainability strategy by focusing three areas to biggest possible contribute to the UN’s Sustainable Development Goals. 

 BUILDING BETTER DIGITAL LIVES
BT wants to help people to gain the skills for the future technology and equipment for their better future. BT target to reach 10m people in the UK with help to improve their digital skill by 2025. This program is help people to overcome the social disadvantages and benefit them by these services. Programs such Skills for Tomorrow online Portal free online courses and guidance increase digital skills. Helping younger people such Barefoot Computing for the primary school Work Ready program. 


CHAMPIONING HUMAN AND DIGITAL RIGHT
BT believes everyone’s basic right and freedom. BT human right policies is supported to the BT’s ethic code. BT support and respect the right for their colleagues, supply chain workers, customers, and their communities. The policy helps to Keep customers secure online, protect their privacy and free expression and support efforts to tackle modern slavery as well. By practicing this policy can prevent slavery, give the workers right and also tackle the child labour. 
TACKLING CLIMATE CHANGE AND ENVIRNMENT
BT is committed to cutting pollution and emission to minimise the effect to the environment and helping the clean air and better life. BT currently using a management system to tackle the environmental damage which is certified by the ISO 14001 standard. By the year 2045 BT’s ambitions to bring it to the zero-carbon emission company to help improve the environment. BT launched a new Plastics Policy and set a goal to ensue that by 2025 all the plastics used by the company 100% of them will be recycled, reused, or composed. Plastic waste is one of the major threats for the environment globally and that will have a very positive effect on the climate.   

                                                  SKY UK LTD
Sky believe in practicing in better business can have a chance to improve in better world together. Sky taking many activities to achieve the sustainability standard in the highest level to create a better world.   
FOR THE CUSTOMERS
Sky designs its products and services to have access for everyone and work hard to get it right for the customers. Sky helps the families to keep their children safe from unsuitable contents on the internet. The sky kids’ app allows the kids what’s right for their age and families can have a control the time for their kids can stay on. Shy work very closely with the UK Council for Internet Safety (UKCIS) make the sky platform is safer for the customer and the society. 
EQUAL RIGHT 
Sky is focusing to make a sustainable approach to improve the talent pipeline and narrow the gender pay gap. To support the families by introducing family care benefit, combined maternity, and shared parental leave which chance to balance the career and family life. Sky recognised as a one of the Times Top 50 employers for women (The Times 2019). Sky is one of the long-term supporters of the MAMA Youth Project to train the younger people from the underrepresented group and the communities. 
 ENVIRONMENT
Sky is the first media company in the world to go carbon neutral in their offices and studios since 2006. Campaigning for the healthy ocean’s science 2017. Sky planning to go to the net zero carbon emission company by the year 2030. We human damaging the wildlife and the nature in various way especially the oceans are polluted by the plastics and other disposal items thrown into the water without knowing the impact in the nature. There are tons of plastics are floating in the oceans. To save the ocean sky investing £25 million to save oceans and inspiring the communities to understand and take actions to save oceans. 

                             QUALITY MODELS AND THEORIES
Quality is very important for a product and service to compete in the market. Customers always wants the porches and the value of the product as appropriate. Quality can define as a product has no defects where consumers are satisfied with its service, (Kotler, et, al, 2017). The product has to be in certain standard that can meet the consumers expectation and value for the money. To be accepted by the customers the key components of the quality for the products has to be presented are below. 
Good design: design for a product is important to attract the customers because well-presented item can easily stand out and represent the brand and its reputation. 
Good functionality: the product should do the job well as it is designed for and customer expected to do. 
Reliable: the product should have certain acceptable level of service and not unexpected breakdown or failure often to let down customers. 
Consistency: products should be proven the best quality services. 
Durable: lasts as long it should be providing service as expected. 
Good after sales service: accessible product service facility and return policy.
Value for money: the important value for money has to be reflect on the products and its service quality. 


DEMING THEORIES OF QUALITY
Dr W. Edwards Deming was an American management consultant, electrical engineer, statistician who contributed many books and theories that enhance people knowledge in many aspects. Deming theory is about adopting appropriate principles of management the organizations can increase the quality and reduce costs of production. The higher quality products cost lower production price because of the concentration of the procedure very few mistakes and increase quality. The Deming model known as Shewhart Cycle plan-do-check-act (PDCA) cycle.  Deming became very famous for the work in Japanese industry after the WWII. After the war with the Japanese broken economy, it became a miracle that Japan became second largest economy in the 60’s by the process of ideas of Deming’s taught. PDCA cycle is a process to improve the quality of the by planning and tasting activities for the improvement of the product that have less defect. Plan for a test then carry out the test and observe the effects of the test then act on the outcome.  Repeat the steps with the new knowledge and it is an ongoing process. 




There are some issues can disrupt the efficiency and the quality of the service. Deming indicate Seven Deadly Diseases detected by Deming that by curing these can help business to survive in the market. 
1. Lack of constancy of purpose to have a plan to produce the products that will help to improve the company’s sustainability in the market. 
2. Emphasis on short-term profits thinking to making profit for a certain period of time and target. 
3. Evaluation by performance that is including the annual review and such merit rating for the employees. 
4. Mobility of management
5. Running a company on visible figure alone without concern about other data.
6. Excessive medical costs 
7. Excessive costs of liability or the warranty.

Also, Sir Deming offers some ideas to improve the organizational effectiveness and flourish in the market. Deming offered 14 points for the management to improve the effectivities. 
1. Create constancy for the purpose of improvement of the products and service. Develop a plan to be competitive to stay in the market. 
2. Adopt the new philosophy. Commonly accepted levels of delays, mistakes, defective workmanship are now intolerable. Must prevent mistake. 
3. Cease dependence on inspection to achieve quality. Eliminate the need for massive inspection by building quality into the product in the first place. 
4. End the practice of awarding business on the basis of a price tag. Instead minimise the total costs. Focus on long term relationship. 
5. Continuously improve they system of production and service.
6. Institute training on job. When training is an integral part of a system, operators are better able to prevent defects. 
7. Adopt and Institute leadership the modern method of supervision is help employees and machines to work appropriately. 
8. Drive out fear, so employee can work effectively.
9. Break down barriers between department where people work cooperatively with trust respect and appreciation. 
10. Eliminate slogans aimed solely at the workforce. Most problems are system related need managerial improvement to rectify changes. 
11. Eliminate numerical goals, work standards, and quotas. Learn the capabilities of process and how to improve them.
12. Remove barriers that rob people in management and in engineering of their right to pride of workmanship. 
13. Institute various program of education and self-improvement.
14. Take action to accomplish the transformation. The transformation is everyone’s job. 

HOW EFFECTIVE THIS MODEL IN VIRGIN MEDIA?
These quality management principles can place into an organization to improve the total quality and effectiveness of the organization. Virgin Media brought out the DOCSIS® 3 technology and specialised cable to provide best internet speed in any area and theses are faster than any other company. Virgin Media ensure the network reliability are 99.88% that is very impressive for the customer experience. Virgin Media offers their very reliable and efficient product with very reasonable price because they can afford to provide the service with higher quality that cost less on productivity. 

JURANS THEURIES OF QUALITY
Dr Joseph Moses Juran an American engineer and management consultant presented a quality theory in 1986 which is called the Juran Quality Trilogy. Jurans theory can help to stablish a traditional quality system and also to support the strategic quality management. The concept of the managing the quality consists of three universal process. 
· Quality planning (quality by design)
The purpose of the quality planning is to produce the products and service that can satisfy the customers.  In this process the management have to identify the potential customers and the need of the customers and the product development process have to carry out accordingly with the plan. 
· Quality control (process control & regulatory)
To achieve quality of the products the inspection to provide the vest out of the product and resolve the defects. The quality control ambitions often to meet the standard of the international and regulatory authority such as ISO9000. 
· Quality improvement (learn six sigma) 
Quality improvement is a process to improve the level of the quality and the performance. By bring a new ideas or innovations to achieve the certain expectations 

JURAN’S QUALITY PLANNING ROAD MAP
Juran’s quality planning is a checklist to understanding the customers requirement and needs then optimizing products design and develop a process that will meet the customers needs. The roadmap is to use for the product and process development. To improve the quality and effectivity do the right thing in the first time and that will increase the market share and reduce the error rate in the operations. 
1. Identify the customers.
2. Determine the need of the customers.
3. Translate those needs into own language.
4. Develop product that can respond to the needs. 
5. Optimise the product features.
6. Develop a process to produce the product.
7. Optimise the process.
8. Prove that the process can operate on the system. 
9. Transfer the process to operation.

DOES THIS MODEL WORK FOR VIRGIN MEDIA?
Virgin Media identified the business opportunity and also, extended their lead on the broadband industry. They planned to get customers loyalty and attraction by design the best product in the market with the affordable and reliable price. Virgin Media is one of the leading broadband providers in UK market because they can provide quality products with reasonable offers. Continuous improvement of the service there are very dedicated team of people to meet the expectation of the customers. Juran’s model is very effective on this kind of service providing companies.  
 
CROSBY’S COST OF QUALITY
Philip Crosby is a quality professional known as a promoter of the concept of zero defects by doing it right the first time. Crosby theory is to focus on the customers requirement and produce the product and service with no defects. By producing the item in the first time with no defect the quality come with it for free that does not cost any means. On the other hand, if the product has to be scrap or refurbish because of lack of quality than it cost extra to get it right. Crosby believe that stablishing quality management principles in an organization will bring more returns on savings then spending on the quality systems.  

Philip Crosby’s four major principle for the quality management are bellow. 
· The quality mean to conformance to product and customers requirements. 
· Prevention is the system quality. 
· The performance has to be zero defects standard.
· Quality measurement is the price of nonconformance. 

IS THIS MODEL SUITABLE FOR VIRGIN MEDIA?
The zero-defect quality products ultimately led to the customer satisfaction and reduce the costs of the quality management service and earn the customers loyalty because of the products quality itself. But in the broadband service industry there are constant innovation and new products items to deliver in term of meet the consumers to needs. Virgin Media as a Broadband company only can do so much to meet the ongoing demand and there is constant development needed because new innovations. The quality never meets 100% does not mater how much afford made by the companies there will be ether human, or the mechanical error occurs that is why it need the process is to improve the quality and it has to be an o going process.  

CONCLUTION
In this twenty first century businesses are very organised, creative, and advanced in their market strategy. In the competitive market there are plenty of choices for the consumers and people can compere the service and there is curtain standard for the products and service the companies to meet. There are some quality standards of speed of the broadband, consumers data protection facility and the also the consumers rights and so on. Beside that there are some extra ordinary efforts by some companies showing that how they care or committed for the communities and the environment also, there are some moral activities and that makes the difference and brand reputation with others in the market to attract the customers. 



RECOMANDATIONS
Broadband service is an essential product for people’s everyday life which is proven round the globe because of the pandemic it is proven that most people are relied on the online activities and also, in the future more likely to increase internet activities. This is a huge opportunity for the company to make the profit and dictate the market. Business taking so many approaches to attract the customer and taking over the businesses. Some of the activities not very consumers friendly such as the salespeople forcing the customers to buy the products even the customer has no intention to buy or need for such service.  These activities can have a negative impact on the brand in the market. There are some false promises by the companies to meet certain extent of service but not in reality. This kind of short time profit making technic can damage company sustainability in the market. Quality product and service is vital for the organization and the process of producing quality products is important 
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