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Introduction 
This report will analysis the customer relationship management (CRM) of Emirates and the importance of achieving quality for a sustainable market, this report will examine the three quality models and theories to assist the airline and to examine if the quality theories are being implemented by the company at present.
United Arab Emirates Airline (UAE) is in the middle east and is one of the largest airlines in Dubi and one of the country's two flag carriers. The airline has continuous flights more than 140 destinations in 78 countries from Dubai International Airport (DXB). 
[bookmark: _Int_2Q2DbDeH]It is one of just a few airlines that flies to six continents. The purpose of this report is to enhance the best practices in customer relationship management, to investigate the ethical and sustainability, the airline customer service and customer review, a recommendation is also included in this report.
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Ethics & Sustainability 
The meaning of sustainability in a company is the company’s strategy to minimise negative environmental impacts from their operations in a specific market. Emirates Airlines is committed to environmental stewardship which focusses on three areas:
· Reducing emissions
· Consuming responsibility
· Preserving wildlife and habitats
The successful Airline are implementing environmental assessment and comprehensive environmental management system that covers emirates flight operations. The airline also has a fuel efficiency programme to reduce unnecessary fuel burn through the use of a fuel monitoring system, flexible route planning with air navigation partners, air traffic management to develop efficient routes and aircraft weight management to reduce aircraft weight (and thereby fuel burn), (Otley, 2022)
However, some flights are easier to offset than others. “The Air Transport Action Group (ATAG) reports that 80% of CO2 emissions in come from flights that are longer than 1,500 Kilometre's (about 932 miles)”. (Murphy, 2023).
The Airline’s environmental policy has been in effect since the 15th of July 2018, although the airline supports the four pillar strategies to minimise the emissions, more efforts need to be done in order to minimise the environmental burden air travel imposes on our plant. (Murphy,2023), for example Royal Dutch Airlines (KLM) has the lowest carbon emissions. From 2008 KLM has had a plan to guarantee the airline is more sustainable. “The company’s carbon reduction has a set goal of reducing its total carbon footprint by 15% in 2030 compared to 2005, KLM is also in the top three of the Airline category of the Dow Jones Sustainability Index for the past 15 years'” (Noyes, 2023).
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Below is a table comparison 
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· In efforts to reduce food waste the airline uses technology to monitor what customers order on board. The data collected ensures emirates a good prediction so the airline can optimise the amount and type of food waste. The airline aims to reduce food waste by 60 to 70%.
· Emirates have Economy class blankets which are woven into thread and made into blankets from 28 recycled 300ml plastic bottles 
· The airline has a partnership with the Irish Luxury Organic brand called Voya. Voya has a certified organic status, the Sligo based company will supply the airline with many ranges of products which will be in the spa, showers and lounge areas include:
·  hand and body creams
·  Shampoo & conditioner 
· Body and hand wash
· Voya has personally designed the organic range for Emirates, the products are made from hand-harvested seaweed which has been known to have beneficial health properties, the airline ethical standards are important, and Voya only use sustainable and conservative harvesting practices to prevent damage to the coastline of Sligo.

Emirates Customer care 
Emirates have launched NFTs and other experiences for its customers and their employees.
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Emirates pioneered web virtual reality (VR) technology, the airline customers can experience a 3D, 360-degree view of the cabin interior customers can inspect their seats before checking in with the 3D seat map. The research show’s there are many customers who agree that Emirates fine dining and comfortable seating 
Emirates offers Skywards. Customers can earn miles or tier miles which includes 
1. Bonus miles
2. 20kg baggage allowance
3. Priority baggage delivery
4. Discount on car hire
5. Discount on tours
6. Discount on hotels & activities
7. Earn skyward miles on bookings
Emirates have four tier memberships the blue tier which include instant upgrade using skywards miles at the check in or on board the flight. The sliver members have access to the blue tier and 30% bonus miles and business class lounge access and many more. The gold members have access to the blue and silver membership and 75% bonus skyward miles with seat selection, the platinum members have access to a 100% bonus and access to all the above memberships.
Below is and brief description of (CRM)

Customer Relationship Management

Customer Relationship Management also known as (CRM) is a system approach with a set of tools used by businesses and organisations to manage and analyse interactions with present customers and potential customers. “(CRM) is the outcome of the continuing evolution and integration of marketing ideas and newly available data, technologies, and organizational forms” (Bouiding et al., 2005). (CRM) focuses on the enhancement of customer loyalty, the satisfaction of customers and constructively managing customer relationships. (CRM) systems are software applications which consolidate and manage customer data, which is customers contact details, customers purchase history, customer choices and their communication history, (CRM) permits businesses to keep track and oversea customer interactions through channels like:
1) Phone calls
2) Emails
3) Social media
4) Physical interactions
Emirates (CRM) system has a range of advantages from assessing customer requirements creating a unified service that will target the requirement needs of the airlines clients. The key advantage of Emirate (CRM) system is the increase in the yearly revenue and the number of loyal customers. The airline keeps track of the customers profiles which have received previous air transport services by the company, “the CRM team could come up with innovative strategies for determining the target demographic for widening the customer base.” (IvyPanda, 2020) however “Because of the need to transmit information both within the organisation itself and externally to customers and suppliers, every function is likely to be affected by a CRM project. This means that every department should have a representative involved in planning and, where necessary, rolling out a major CRM project.” (Rodgers, 2000, P.22). 
below is a brief description of the three quality model theories by Joseph Juran, Phillp Crosby and Dr W Edward Deming and how their quality models can help improve Emirates airline.





Joseph Juran Theory 
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The Juran trilogy 
The Juran trilogy is the universal processes of managing quality which consists of: 
1) Quality planning
2) Quality improvement
3) Quality control
The planning is establishing the quality goals and the process control to transfer plans to the operating forces, Emirates can benefit from the planning process to enhance their CRM. The quality control is evaluating the performance which the airline can and has implement to compare performance with quality and goals. Juran quality improvement stage is to prove the need and create the infrastructure. Provide the team with resources training and motivation to find the causes and create remedies
“Quality means those features of products or services which meet customers' needs and thereby supply customer satisfaction” (Rose, 2023).


Philip Crosby theory 
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Philip Crosby 14 points to quality improvement were long term commitments to quality by management, cross-departmental quality teams, identification of potential and current areas of problem, evaluation of the cost of quality, being proactive and quick response to correcting problems, focusing on zero defects, and training of supervisors, the communication between workers and supervisors, recognition and control of quality. Crosby orientation of quality is motivation. (Colins, 2022)
Crosby believes the approach to focus on organizations and team building approaches and while Demings has no strong implementation processes and no accurate start, while Crosby might have a better prescriptive with defined obvious starting points with clear steps and the continuous improved mindset in order for organizations to accomplish constant enhancement in all areas, and Emirate can use this same principle by receiving feedback, audits, reports and motivating staff to find more opportunities for growth and improvements. One of the concepts of Crosby's theory is the zero defect, the airline can enhance its CRM by putting the customer at the centre of its operations ensuring an error-free system Emirate can strive in areas such as in-flight or boarding service, cancelations communication there are many ways in which Emirate can build better satisfaction for customers and employees and gain trust and loyalty.
Edwards Deming theory 
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Demings's is known as (The father of Quality Control) the theory consists of fourteen points for lean management, “the principles of management transformation and how to apply them” (Chiva, 2018), Demings has created the PDCA Cycle which means:
1) Plan 
2) Do
3) Check
4) Act
below is a brief explanation of the fourteen points of management
1) [bookmark: _Int_XGXf9Ga6]Provide for the long-time range need of the company, not to focus on short-term profitability.
2) Adopt the new philosophy, embracing quality throughout the organisation and be prepared for any major changes in the way that business is done. 
3) [bookmark: _Int_8S9IvJYv]Stop depending on inspection to find defects inspections are costly and sometimes unreliable. Instead of finding the wrongs eliminate them altogether. 
4) Establishing long-term relationships with suppliers, not to choose suppliers base on low bids instead minimize total cost by long-term relationships with supplier's base on loyalty and trust.
5) continuously improve your systems and processes. Demings promoted the Plan-Do-Check-Act approach to process analysis and improvement. 
6) Work continually to improve the system of production and service, train to reduce variation and allow staff to understand their role, also to encourage staff to learn from one another creating effective teamwork.
7) Institute training, meaning management should understand their staff and the processes they use, coaching staff to their best
8) Institute leadership, removing barriers that keep staff doing their jobs with pride, the role of the managers is to help employee perform at their best.
9) Drive out fear, employee, manager etc need to feel safe in order to do their jobs correctly
10) Break down barriers between departments
11)  Remove unclear slogans 
12)  Eliminate management by objectives
13)  Remove barriers to provide better workmanship
14)  Implement education and self-improvement
15)  Make transformation
Emirates can focus on long-term profitability the main goal is to stay in business and create more jobs. The airline’s management can benefit from Demings's theory as delays, mistakes, and “poor service is no longer acceptable in business”. (Chive, 2018) Although the Juran and Crosby is beneficial to Emirates and could be implemented for better service and customer satisfaction it is evident that the airline uses the hierarchy model of Demings (TQM).[image: ]


Conclusion
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[bookmark: _Int_nvtWpeN3][bookmark: _Int_59kOPPcH][bookmark: _Int_TndJewaK]Quality planning is the structured process of designing products and services to meet continuous goals the purpose of this is to make sure customers' needs are met. Sivakumar argues that the Demings Cycle has provided a particular set of rules and checklist to be followed repeatedly to improve standards of any company and “the PDCA Cycle can be applied to one personal life to improve on a personal basis too” (Sivakumar, 2023). In conclusion this report has covered a considerable ground, this report begins with the Ethics and Sustainabillity of the airline and the reducing of emissions, the environmentally friendly approaches. There is a comparison table below which describes the differences between Emirates airline and KLM airlines. The Ethics of the airline is further on explained and the measures taken. Emirates value their approach to the environment and try to find ways to reduce waste and adapt to recycled products, the advancement of the airline technology and the creation of Emirates new NETs virtual reality products are also explianed. The report shows the meaning of customer relationship management, and the advantages emirates has to improve their (CRM), and in closing the three quality theories by Joseph Juran called (the Juran Trilogy) quality planning, quality improvement, and quality control. Philip Crosby theory, which is the fourteen points to quality improvement, the Edward Demings theory has also fourteen points to better management. Demings also created the PDCA Cycle Plan-Do-Check-Act which Emirates is currently using is included in this reported and finally a conclusion and a recommendation. “94% of problems in business are systems driven and only 6% are people driven” (Demings,1993).
Recommendation
Emirates can create a new loyalty reward for every time you fly, and this reward is split into half, when the customer has received a certain level of points they can use the other half to donate to charity to help with school projects and education tools for children in poor countries the customer will feel like they're making a difference each time they fly and instead of the fly rewards used all on flights, baggage allowance and other means, customers can still have their fine dining with the air experience and donate a portion of their rewards to charity Emirates can create their own charity portal it could be named (Emirates Education rewards).
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It is most important that top
management be quality-minded.
In the absence of sincere
manifestation of interest at the
top, little will happen below.

Joseph Juran

QualityGurus.com
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Emirates comparison

Emirates Airline

270 Aircrafts

* Boeing 777

* Airbus A380

* Tv shows, Live Tv.

* WiFi on-board data plans
o First class service

* Additional data packages are provided
on most aircraft.

* 157 destinations from its hub in Dubai

KLM Royal Dutch Airline
204 Aircrafts

* KLM has a mix of 204 aircraft with Boeing 777,
787 and 737.

* Airbus A330.

* Embraer 190 and 175. This means passengers’
experience may differ.

« WiFi is only available on a few aircrafts

+ Additional data packages are provided
depending on the aircraft.

* 141 destinations from its hub Schiphol Airport.




