


[bookmark: _Toc4754088]Executive Summary:
This report highlights the possible impacts on quality of customer relationship with the influence of organisational ethical trading and sustainable resources. The report investigates the need for Google and M&S organisations to examine and control the ethical and sustainability policies to ensure quality or products and services.

Analysis of ethics and sustainability in CRM system to enhance the quality of the CRM in Google has been done. Comparing the Impact on the CRM system. Google and Marks and Spencer. Identifying within the organisations CRM  system gaps based on ethics, sustainability and quality services appropriate recommendations provided.
Ethics, sustainability and quality plays a significant role in the CRM system. Google ethically encouraging its workforce towards to innovations and creating happy work environment and also providing so many new quality services customer according to needs and interest. Even globally it is one of the most successful, and fast-growing company, it should improve in its CRM system and need to fulfil the gaps seen in the CRM system immediately to protect company from decline from its position and for to continually develop and sustainability of the company.

M&S is first digital and oldest retailer in the UK, and highly ethical organisation even it is very popular in its brand and quality services, nowadays the demand of CRM system has increased a lot, because of the sinking down its business and M&S applying   strategy to enhance its revenues by satisfying their customers and run its business.  
In Google, the gaps in CRM system related to ethical and its policies related issues like tax,  data protection and sexual harassment issues needs to be solved for the sustainability of the organisation. In M&S there are some ethical and management approach issues relevant with customer satisfaction and relevant with environment needs to solve immediately for the sustainability of the company for to develop successful CRM system.
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[bookmark: _Toc4754089]1.0 Terms of reference:

[bookmark: _Hlk4346360][bookmark: _Hlk4708544]This report has been prepared as requested by, ‘Marketing Week an online journal’, UWTSD, Swansea, on 06 March 2019. The main aim of this report is to identify, the possible impact on the quality of the customer relationship, with the influence on ethical trading and sustainable resources of the organisation This report has been compiled by Laba Man Maharjan and submitted to Maria Heffernan, UWTSD, Swansea on 29 March 2019. The report investigates the need for Google and M&S to examine and control the ethical and sustainability policies to ensure quality or products and services. 

































 
[bookmark: _Toc4754090][bookmark: _Hlk4348171][bookmark: _Hlk4327839]2. 1   Procedure:
[bookmark: _Hlk4353923] In this research, procedure verities of Books, eBooks, various websites, Ejournals and journals has been used.









































[bookmark: _Toc4754091]3. Introduction and Findings.
[bookmark: _Toc4754092][bookmark: _Hlk4399522]3.1.1. Ethics definition
[bookmark: _Hlk3023731]Trevino and Nelson (1999), defined ethics as set of moral Principles or values. 
According to the BBC (2019). Ethics is simply defined as moral principle of people, that affects their decisions and lead their lives. The term ethos derived from Greek word it means tradition, character,  habit or deposition.

According to Crane and Matten (2010), ‘Business ethics is the study of business situations, activities and decisions where issues of right and wrong are addressed’
Ethics is moral principles that govern a people’s behaviour or the presentation of an activity. Business ethics: It includes practices and behaviours that are good or bad, it also provides guidelines for the decision making of workers and executives. In the absence of ethical behaviour, it impacts on quality and sustainability of business. Different people or organisations use ethical criteria differently their behaviour is ethical or unethical. Ethics is different things than laws. So the different people use their ethical value and systems according to their personal and organisational interest. 

[bookmark: _Toc4754093]3.1.2 Ethical theories:
[bookmark: _Hlk4697840]According to Alzheimer Europe, Ethics is a concepts of right or wrong. Ethics as a moral philosophy it can be divided into four types. 1, Meta-Ethics, it is recognised as the nature of ethical evolution, origin and meaning but value free. 2. Descriptive ethics is the certain group of people determines that something is right or wrong. 3 Normative Ethics is referred as moral theory focus on how moral value are determined, what makes things right or wrong and what should be done. 4, Applied ethics examines controversial issues and applies in real situations. Such as euthanasia, abortion and capital punishment are clearly moral issues and there are significant groups of people are against in this issue. (Alzheimer Europe, 2010). 
[bookmark: _Hlk3895112]According to the Cline (2018), there are three categories of ethical system: deontological, technological and virtue-based ethics,  Cline (2018).

[bookmark: _Toc4754094]3.2.1 Sustainability:
[bookmark: _Hlk4617851]Sustainability is a simple term but to describe and define it is quite complex. There are more than 300 definitions are well over. The terms sustainable development and sustainability also became a growing concern in the Morden society. It is a fascinating topic full of contradiction tangled meaning, and confusion. There are three areas of sustainability, ecological,(environmental), social, and economical. 


The Brundtland Report, sustainability has been considered as “dominant global discourse of ecological concern” early 1990s and also was the centrepiece of the UN Conference on Environment and development in 1992 was called “Earth Summit” held in Rio de Janeiro. After then there are so many regional and international conferences are held for the sustainable development. (Thiele, 2013 eBook). 

[bookmark: _Hlk3136885]The one of the most popular definition of the sustainability published in 1987, by UN the WCED recognised as the ‘Brundtland Report’, the pages of the report, named after the chairperson of the Commission, the Norwegian  Prime Mister Gro Harlem Brundtland as a guideline principles for sustainable development, the report stated that critical environmental problems in the world- described by the common term ‘sustainable development’. It is defined as developments that meets the needs of the present without compromising the ability of future generations to meet their own needs’. (1987: Brundtland Report, are. Admin.. 2019).
Sustainable development of Brundtland comprises two vital concepts: one is the concept of ‘needs’, prioritising the world’s poor people the essential of needs, and second concept is the idea of limitations which is imposed by the state of technology and social organisation on the environment’s ability to meet present and future needs. (UN, 2019).

[bookmark: _Toc4754095]3.2,2 Business sustainability:
[bookmark: _Hlk3744658] It is also known as corporate sustainability. To manage and coordinate the of environmental, social, and economic demands concerning with ensuring responsible and ethical success, (Rouse 2019).

[bookmark: _Hlk3897269]According to Busch and Kaeser (2017), Sustainable business means safeguarding of profitable and long-term growth while balancing profit, people and planet. The SDGs are the accountability which offers new business opportunities for the organisations is the Sustainable business,  Busch and Kaeser (2017).

[bookmark: _Hlk4752722]There are many models trying to explain about the sustainability. The existing global financial and economic crises raised a big challenge and fundamental question in front of the current business models on the sustainability of the global economic and social development.  According to Schmalleger et. Al. (2016), a business model for sustainability helps to describing, analysing, managing and communicating,  a company’s sustainable value proposition to its customers, and all other stakeholders,  how it creates and delivers this value, and how it captures economic value while maintaining or regenerating natural, social, and economic capital beyond its organizational boundaries. (Schmalleger et al, 2016).



[bookmark: _Toc4754096]3.3.1. Quality

[bookmark: _Hlk3752462]As Aristotle said once, “Quality is not an act, it is an habit” (Kaizen Institute, 2013). As it’s important quality can be defined in different ways such as; fit for purpose, conformance of requirement, quality in cost, quality in price, quality in standard, quality in value for performance, and quality in an experience, (Mar 2013). Professor David Garvin summarised five principal approaches to define quality. On the base of transcendent, product base, user based, manufacturing based and value base (Ross, 2009)

[bookmark: _Hlk4600615]Quality originates from the Latin word ‘quails’ it means, ‘Such as the thing really is’, there are several ways or senses in which quality is defined, Dale and Bunney, (1999).  Different people defined quality in different ways. Most of the definitions are related with objective facts, some of them are related to subjective facts but related with each other depending on their criteria and environment. Quality refers to the set of inheritance of subject that gives satisfying needs or implied needs. Quality is the customers mindset who accepts a specific good or service and acknowledges its ability to meet customers satisfaction. (Diaz, 2014).

[bookmark: _Toc4754097]3.3.2. Quality theories.

British assessment Bureau, there are eight guideline for quality management as principles such as; customer focus, leadership, people involvement, process approach, systematic approach to management, continual improvement, factual approach to decision making and mutually beneficial supplier relation. (Strelling, 2018).

The total quality management (TQM) approach to long term success through customer satisfaction. There are eight principles of TQM, customer-focused, Total employee involvement, Strategic and systematic approach, continual improvement, process-centred, integrated system, fact-based, decision making, and communication (ASQ, 2019).

According to the Murray, M, (2019), TQM is a technique that pursues to improve quality and performance which meet or exceed customer expectations. TQM evolved from the quality assurance methods after World War 1, quality inspection became more commonplace in manufacturing environments and this led to the introduction of Statistical Quality Control (SQC), method known as Shewhart cycle also called as Deming cycle, or the PDCA (plan, do, check, act) model.
W. Edward Deming modified Shewhart’s ideas then described it into the Deming’s 14 points for TQM. (Rouse, M, 2018). The fourteen points are constantly being changing but the fourteen points are unchanged, (Scherkenbach.2001).

Applying Deming’s philosophy in Japanese businesses like Toyota, Sony, Fuji, after World War 2 become great success, and superior in global competitors with lower costs product and by 1970s many of Japanese products dominated the Global market. (Deming, 2000).
The seven tools Histograms developed by Kaoru Ishikawa are very useful, easy to analyse and interpret data the Cause and Effect Diagrams, is one of the popular and used tool worldwide by the businesses companies, managers and employees (Kaizen Institute, 2013). Cause and Effect Diagram also known as Fishbone diagram which is very useful tool for to analyse the possible causes for an effect or problem in organisation. It can be used to brainstorming in team and immediately sorts ideas into useful categories. (ASQ, 2019).

As researcher, the quality can be determine everywhere around the world which impacts directly or indirectly in personal, organisational, and social life of the people and their activities, their success or failure. In the business also the quality of product, services, performance, could play a vital role in customers satisfaction that supports to sustainability of the organisation. So for the continuous improvement of the quality and long term sustainability of the business the quality tools and theories can apply according to the needs it can be modified. 



[bookmark: _Toc4754098][bookmark: _Hlk4354366]3.4.1. CRM system
CRM is defined by Siebel as a method to acquire and maintain customer loyalty in order to reduce customer-gaining costs and increase brand value (Lin, et al, 2010).
[bookmark: _Hlk4744461]
[bookmark: _Hlk4414380]According to Ruhkwinkel, (2013), sustainability is basic idea which integrates the environmental, social and economic, sustainability are the core issues of  CRM system. Currently sustainability and CRM both trends are adopting by business companies to shaping business strategies, changing operations, and fostering competitions ( Müller, 2014 p. 5.).

CRM has been defined as several ways depends on perspective taken. From the relation perspective, CRM emphases on establishing, maintaining and enhance long-term relationships with customers( Jayachandran et al. 2005), and Kotler and Armstrong (2004) defined, “the overall process of building and maintaining profitable customer relationships by delivering superior customer value and satisfaction”, (Müller, (2014),


[bookmark: _Toc4754099]3.4.2. Impact on the CRM system.  
The demand of CRM system has increased a lot after its development over the year. Most of the organisations are adopting the CRM system in their organisation, to improve brand loyalty and performance M&S also adopting new  CRM software, and it has been using spark card as a part of CRM, (Wang, & Feng, 2012). 
M&S also has adopted the strategy for to suppress miscommunication with its customers and maintain quality satisfaction. M&S also introducing a transformation program concentrating on the reinstating the basic and shaping the future of the company (Grayson, 2011).

M&S always giving high priority to its customers, ethically it is providing higher quality of services to customers, so it has a long successful history in UK’s retailer business and recognised as a one of the top branded business company. Nowadays it has some specific problems with its CRM system, so the new management team has already planned to adopt new CRN system with short term and long term plan to improve its business and sustainability of the organisation.

Google has unique and much more different model of CRM system freedom, openness and happy work environment is one of the main policy in its CRM, which supports the Googler to favourable environment to creatively performance and inspires towards new innovations. So Google became one of the most successful company in the world.


[bookmark: _Toc4754100]             3.5. CRM system in Google and M&S.

[bookmark: _Toc4754101]3.5.1. Ethics of  M&S. 
Organisational ethics in M&S has been playing a significant role to establish it, as a one of the famous, recognised as a one of the top branded company in UK for more than a century, because of its ethical values helped to build strong relationship between its customers and of M&S  and CRM system. According to the companies plan after closing down hundreds of stores in high street M&S need to face one of the big ethical question from its loyal customers and employees.
 M&S is committed its core values of Inspiration, Integrity, Innovation and in touch with customer are the key to work with customers, suppliers, and employees across the business. Ethics and Behaviour (the Code) outline the shape and the culture of M&S, that gives guideline for the workplace and refers to ethical dilemma at work. According to the consumer surveyed, M&S named UK’s most ethical high street clothing retailer, (M&S, 2019).
[bookmark: _Hlk3879588]M&S scored as an ethical Consumer best rating on supply chain management, (ethical consumer, 2019). M&S conscious with the environment matter as well to eliminate all hazardous chemicals from their production by 2020, (Brown, 2018).
[bookmark: _Hlk3880436]M&S working for to support for mental health, heart and cancer charities, (Butler, 2017).

[bookmark: _Toc4754102]3.5.2 Quality: In  M&S. 

M&S is recognised as best quality and highly branded retailer, because of its quality products and quality of services the company is successfully running its business since more than hundreds years.

In 2017 M&S was rated as the best retailer in the inaugural Corporate Human Rights benchmark, it made good progress on the raw materials and have collected nearly 28million used garment reuse and recycle since 2008, (M&S 2017).

[bookmark: _Toc4754103]3.5.3. Sustainability of M&S. 
The history of M&S show that it is one of the most successful company in the UK’s retailer companies, because of its ethics, and quality of services helped for its sustainable business since long time. but recently because of new business model, and new technology applications applied like online services provided by its competitors the business of  M&S has been drastically affected and the company facing huge loss since few years, so recently the new management team introduce its new model of CRM system with new plan.

[bookmark: _Hlk3883542]Steve Rowe admitted that the online capability is weaker than other competitors and website also too slow, in both food and in clothing and home, M&S has seen its customer base is narrow, acute market share loss among younger families, (King, 2018). 
[bookmark: _Hlk3905319]M&S has committed to “be open and transparent and inspire customers to live more sustainably, as a part of Agenda 2025, (sustainablebrands.com, 2019).

[bookmark: _Hlk4491564]M&S has applied its CRM programmes including It’s Sparks Card to which supports company to analyse the customers needs and demands and that makes easier to CRM system to sustainable plan for company(M&S, 2018).


[bookmark: _Toc4754104][bookmark: _Hlk4750452]3.6.1.  Google business  ethics
 Google business ethics can be defined as the moral principles that directs the business, most fundamental part of an ethical conduct succeeds to create fun and happy working environment in the workplace. Ethically encouraging employees Google succeeded to create innovative workplace and become one of the globally most popular and successful organisations in the world. Google invested renewable energy, with the ambition of becoming first carbon company, it also, directly and indirectly, investing in nature conservation. Though investing and focusing on ethical value it could hampered the profit maximization of the company. (Bhatnagar, S. 2016).
[bookmark: _Hlk3899755]The ethical principle google helps to make strong relationship with its global customer and employees. but, on the other hand, there are so many ethical issues raise against the Google, such as the ethical issue raised by EU against the Google, issues like intellectual property rights and privacy issues became as additional troubles. (Pratap, 2017). According to the Heineman Ben’s Google had sharply criticised in internet world in the case of censorship compromise between China and Google, Google revolve the conflict between country law and company ethics in favour of ethics, (Heineman, 2010).

According to the Brandt, 2017). Operating Google’s business in an environmentally sustainable way has been a core value from the beginning and team across the organisation. (Keilmann, 2017).

About the Google there are some ethical issues are raised by BBC News that Google company paying less tax, that Google UK unit paid just £6m to the treasury in 2011 but the total turnover was £396m so it was a big questions in front of Google’s organisational ethics, (Barford & Holt  2013).  

[bookmark: _Toc4754105]3.6.2.Google business quality.                                     
According to Effgen, (2013). Applied existing CRM in Google systems such as Gmail is widely used, Email is the de facto CRM application, making good connection with customers. It has great corporate data research with news, stock market quotes conversation, currency and more. Customer, prospect involves a Google search. Due to the social tools sales marketing and service of customers becoming more individual and less the company, Microsoft, and Google partner also parts of CRM providing a high level of quality service to its customer.

[bookmark: _Toc4754106] 3.6.3. Google business  sustainability
[bookmark: _Hlk3899827][bookmark: _Hlk3836348]Google has planned so many creative sustainable projects, according to the Google’s sustainable officer Kate Brandt companies wide range interest in sustainable fishing, green building and renewable energy, and company also planning about the fourth Industrial Revolution where the digital backbone could transform people’s relationship to the material world. (The Guardian, 2016). Alphabet Inc.’s Google is one of the most dominant and profitable companies, it makes money from advertising enterprises: intermate search and target contextual advertisement., through these categorises can provide vision into the sustainability of organisational dominance (Kennedy, 2018).

As Reported by Sustainable Brands mentioned that Google delve into corporate behaviour in Silicon Valley related to sustainability and corporate responsibility (Sustainable Brands, 2016).

Google ’s ethically positive working environment helping to create new innovation and quality services in its business that helps to its long term sustainability of the organisation and so the CRM system applied in Google company became very successful and popular as a unique model in the recent business world. The services provided by the Google for its worldwide customers are very useful and became one of the essential components of their life, so definitely it helps to long term sustainability of the company. But recently there are few ethical questions related with Google’s ethics are raised in different angels such as sexual harassment in the workplace, privacy issues, Tax related questions are becoming big challenges in its CRM system, these problems need to be solve appropriately otherwise it could be negative impact on its CRM system and sustainability. 
           
[bookmark: _Toc4754107][bookmark: _Hlk4354459]            3.7.1. the organisations CRM  system gaps based on ethics and sustainability.

[bookmark: _Hlk4492979]             There is a  big communications gap between M&S and customers, quality satisfaction.
There is a technological gaps to identify customers’ needs and demand. There is a gap seen in M&S in analysis about the marketing and its competitors. The major gap in M&S the slow process in CRM. The hazardous chemical production from its production side is one of the serious ethical and sustainability gap of M&S.
[bookmark: _Hlk4493371]
[bookmark: _Hlk4493380]In Google, there are few CRM related issues like intellectual property rights and privacy issues became as additional troubles for the company.
Google had sharply criticised in internet market such as; in the case of censorship compromise between China and Google, Google revolve the conflict between country law and so it looks like a huge gaps in its organisational ethics.
Sexual harassment issue inside organisation is became as one of the ethical problem inside the organisation.

[bookmark: _Toc4754108]3.7.2.  Gaps in policy/ practice.
There are some gaps like modern technical applications are seen in M&S and also lack of huge communication gaps in between M&S and its customers. There is also huge gaps customer based CRM system because there is lack of modifications and changes in its fashion and designing according to different groups of customers interest.

Freedom and flexibility is one of the most important characters but there is a huge gaps are also seen in its policies and practices such as the sexual harassment in the workplace is one of the policy gaps in case of Google CRM.

[bookmark: _Toc4754109]3.7.3 Gaps based on modules and theories.

 There is a huge gap of application of Deming’s model in M&S seen such as in the relationship with customer satisfaction of potential customers of new generation, majority of young generations always looking for new fashionable design in their clothing items but in M&S using mostly same traditional designing, and fashions there is huge gap in new innovation and creation for the new generation customer.

As normative Ethics is referred as moral theory which focus on how moral value are determined, what makes things right or wrong and what should be done, in the case of Google there is a huge gaps in its ethical values in case of paying less tax issue. There are some more ethical issues are raised such as sexual harassment, private data protection issues, involvement in political issues are seen against its ethics and seen huge gaps.

The CRM System in M&S is applied in traditional way while in Google it is applied CRM system is much more modernised flexible and technically advanced way.







[bookmark: _Toc4754110]4 conclusions: 

Ethics, sustainability and quality plays a significant role in the CRM system. Google ethically encouraging its workforce towards to innovations and creating happy work environment and also providing so many new quality services customer according to needs and interest of customers and employees. Even globally it is one of the most successful, and fast-growing company, it should improve in its CRM system fulfilling the gaps seen, in order to protect company from descending from its position and for to continually develop and sustainability.
M&S is first digital and oldest retailer in the UK, and highly ethical organisation even it is very popular in its brand and quality services, recently since few years  the demand of CRM system has increased a lot, because of the falling down its business and M&S is in crucial time, so hopefully the selected its strategy by new CRM system helps to  boost its revenues by satisfying their customers and run its business sustainably.  








[bookmark: _Toc4754111]5. Recommendations:
[bookmark: _Hlk4702124]
· Communications gaps between customer and M&S need to be solved 
· latest technological innovations need use to IN CRM.
· need to give priority what customers’ needs and exactly want (like fashionable clothing’s for young customers).
· slowing down processes of CRM s  need to improve.
· Need to analyse and identify its capacitors and improve in CRM according to needs.

· In Google, the CRM related issues like intellectual property rights and privacy issues need to solve immediately.
· Google criticism like censorship relevant with international law and company ethics need to implement strictly. 
· Few ethical issues like tax, sexual harassment, data protection, political issues also need to be shot out immediately.
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