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Customer relationship management and ethical practices
Introduction 
In this report there will be a focus on three organisations in the airline industry which are Qatar airways, British airways and emirates airway, using these three airlines there will be an analysis about the customer experience based upon the ethics and the sustainability policies of each airline. Ethics is simply doing the right thing and knowing the difference between right and wrong, it talks about the values and morals that identify what is appropriate in the organisation. Sustainability is all about the capability to meet consumers needs and at the same time being able to reserve this need for future generations. Following on from this, there will then be three theories listed and  the three theories that I will be explaining are Deming (Deming’s cycle, Deming 14 points etc), Juran (the quality trilogy and the quality planning roadmap) and Crosby (Crosby’s cost of quality, four absolutes of quality management) with those theories there will be a detailed explanation as to how Qatar airways, British airways and emirates airlines can each improve their customer relationship by implementing these theories into their organisation. In addition to this, there will be a conclusion summarising the impact of ethical and sustainability policies on the quality of customer relationship management and suggesting some recommendations of the Qatar airways, British airways and emirates airline organisations that will be mentioned.
Customer experience in organisations on ethical and sustainability
Ethical 
Ethics is simply doing the right thing and knowing the difference between right and wrong, it talks about the values and morals that identify what is appropriate in the organisation. Some examples of ethical issues could involve specific efforts to betray or exploit a certain circumstance. Marketing ethics is about the morals and standards of an organisation and to make sure that people have good morals and good ethics and understand what the companies view is on and most companies tend to have ethics programme’s where they let their employees know of this and what the companies polices on ethics are in the business. There are laws in place to make sure that consumers are protected from unethical decisions made by organisations, examples of these could be is that within market research there needs to be ethic on the research study that is taken, privacy and confidentiality etc. another ethics could be when packaging or your packaging strategy this simply means you charge more for what the actual product is worth. A main one to consider is when you promote your company you must make sure that everything you say in your adverts are true and there is no lie. With the ethics of pricing there are four main types that are seen as unethical and illegal these include deceptive pricing, unfair pricing, price discrimination, price fixing. Deceptive pricing is when a person who is part of that business traps a customer in and once they are in they impact them and make them purchase a higher priced product, unfair pricing is when competitors are driven out by low prices and the business then decides to raise their own prices back to their original value, price discrimination is when similar buyers are charged different prices just solely based upon tehri ability to pay for the product, lastly price fixing is an agreement with businesses to put their prices at a certain level, with price fixing there are two types and they are horizontal this is between competitors and vertical and this is between manufacturer, retailers etc.
Qatar airways 
Qatar airways have had been reported to ‘easily they fire flight attendants simply by freezing their bank accounts and giving them a one-way ticket out of Qatar’ (ben, 2014) because of this it has left an impact on the customer experience. At the end of the day the customer is usually right however, what if you feel like you want to complain about the attendants because of the way they acted towards you do you go and tell them even though if you do you easily get them fired, this ethics makes customers rethink of their decisions to complain to someone because they do not want to be at fault if the attendant loses their job. Another thing that Qatar airway have done with their ethics policy is that with their supplier code of conduct, this is suppliers code of conduct is available to the public. It states that they have certain expectations from their suppliers such as, the labour must not be a form slavery or forced, in addition to this 
‘suppliers shall, as a minimum, not even in any practice inconsistent with the rights set forth in the convention on the rights of child of the international labour organisation and such other requirements as may be recognised under the national laws of the country or countries where the performance, in whole or in part, of a contract takes place’ (Qatar airways, 2019, p.g.1) 
By stating this it benefits the customer experience as people are very conscious on the ethics of a company and what their morals are, by clearly stating this it shows that they do not tolerate any form of misconduct or unethical behaviour form anyone including their suppliers. Customers are therefore more comfortable when they are with the airline because they know that know has been harmed throughout the process of their flights.
British airways 
British airways have released a document explaining their code of business and code of conduct and ethics that they value in their business and implement in this document it talks about confidentiality, it says that as a British airway employee you get to know private and important information about the company, customers, suppliers etc. and knowing this information they should not disclose any of this information to anyone from the public or any competitors apart from when necessary such as, if it is authorised or legally mandated. This benefits the customer experience because customers will then feel comfortable in telling British airways of any information and know that they can be trusted and will not tell or release the information to anyone unless necessary, this again reassures the customers that they are in safe hands and that the employees of British airways can be trusted. In addition to this, there is another aspect that links to the confidentiality part of British airways code of conduct this is the emails, emails are sent to customers in order to keep them updated on their flights, whether they are cancelled or any other updates that are important for the customers that they need to be aware of, when it comes to sending the email British airways must make sure that they are careful as to what they say in the email, that the email does not get hacked etc. by doing this it gives reassurance to customers that there privacy and any important information that is shared with British airways is seen as very valuable and is dealt with very high care making sure it does not get leaked to anyone that the customers do not wish to see however, obviously if it is a legal matter than it is acceptable.
Emirates airway
As with the any airline you would expect them to value privacy and this is the exact same situation for emirates airway, they list this on their code of conduct ‘uphold the rights of others in all of their personal and professional activities’ emirates gold. This benefits the customer experience of emirates airway because customers will then feel comfortable in telling emirates airways of any information and know that they can be trusted and will not tell or release the information to anyone unless necessary, this again reassures the customers that they are in safe hands and that the employees of emirates airways can be trusted. Emirates airways just like Qatar airways are very strict when it comes to slavery and human trafficking and have released a whole sperate document talking about how they have a zero tolerance for slavery and human trafficking and what the consequences are if any of these actions are committed. Emirates airway have also stated that they have a prevention scheme in place to help their employees to be more aware about this such things involve trainings and PowerPoints etc. this reassures customers that emirates airway is very ethical and customers will feel reassured that they do not need to be whether or not emirates support slavery instead they can enjoy their flight. Also, due to the fact that emirates have presentations talking about such things it means that if a situation ever occurs where somebody on the plane could be trafficked it would mean that the attendants would have training on this and can reassure customers that they know what they are doing and the attendants can handle the situation in a professional and calm manner.
[bookmark: _Hlk57132417]Sustainability 
Sustainability is all about the capability to meet consumers needs and at the same time being able to reserve this need for future generations. Consumerism is the organised movement of people and government agencies to improve the rights and power of buyers in relation to sellers. For traditional buyers some of their rights could include, the right not to purchase a product, the right for the product to be safe etc. environmentalism is an organised movement of concerned people, companies and government agencies to improve and protect people living, environmental sustainability is being able to still make profit but at the same time help preserve the earth. There has been a lot of issues with companies and whether they do enough to help the environment and in some cases if customers feel like they do not do enough they will not purchase any products form them so it is very important for companies to consider this social and environmental factor.  The way in which environmental sustainability can be achieved is pollution prevention, product stewardship and design for environment. Pollution prevention is not about getting rid of pollution but more about getting rid of and reducing the pollution before it is created and released into the atmosphere. Product stewardship is reducing the pollution as much as possible form the environment throughout the whole of the product life cycle. Lastly, design for environment involves creating products that easily able to reuse, reduce and recycle. There are some business actions that can be taken place in order to help with sustainable marketing these include, consumer orientated marketing, customer value, societal, sense of mission and innovative. Consumer orientated marketing is looking from the customers side and their point of view, customer value is valuing marketing and creating a worth for your customers, innovative marketing is when a business looks for a product and make improvements to the product, societal marketing is looking at the needs and wants of the customers and looking at what the requirements are for the business, lastly, sense of mission marketing is defining  task in wide social terms rather than fine product terms.
Qatar airways 
Qatar airways is trying to do a lot more for the environment this is because, a lot more people want to do what is best for the environment and a lot of businesses are having to follow this social factor if they want to keep their existing customers and have an increase in new customers. Qatar airways have released documents from the years 2015 – 2018 stating how they are trying to be more sustainable, in the 2015 – 2016 report they have stated that they have come together to make new objectives on the environment and what they can do themselves to better the environment, the people that were involved in this process were the stakeholders and 150 employees who represent each section of the Qatar airways, they have also looked at the legal aspect of this in order to make sure they are doing the right thing. With airlines there is a lot of green house gases that are released into the atmosphere mostly, carbon dioxide (co2), due to the burning of fossil fuels. Qatar airways have said that they want to reduce the amount of carbon dioxide they use on their planes, another thing that they are trying to do is they are trying to use more recyclable products such as when it comes to the food trays, utensils, etc. by doing this they are bettering the environment it also makes the customer experience better because plastic is a big factor towards climate change and making sure we can preserve the earth for future generations, and this means that when it comes to the customer experience more people will feel less guilty when they fly on Qatar airways. It lets the customers know that they are socially aware as well because they are aware of the fact that more people want to do what is best for the environment and do whatever they can do without making as much of a significant difference to the customers everyday life. This links back to the design for environment where the business creates new products in a such a way where they can be reused, reduced and recycled therefore helping future generations in order to preserve the earth.
British airways 
British airways have released a document just this year stating what they plan on doing in order to help with sustainability within their airline it is also, it is said that British airways is the industry leader in tackling climate change, this makes customers know that when they are with brutish airways they are going to get the best treatment and be able to give the best treatment back to the environment because British airways are doing whatever they can in order to preserve the environment and earth for the future generations to come.. Such things involve contributing to the United Kingdom governments goal of a zero net carbon economy by 2050, this benefits the customer experience because it lets customers know that they want to do whatever is possible in order to help sustain the earth for future generations. Following on from this British airways are not just focused on the carbon and the amount if fuel they release but also  when the customer is on board a British airway aircraft they will be helping the environment then as well with such things as, water bottles made from 50% recycled plastic, they have also removed plastic bags form flights, swapped plastic stirrers with bamboo alternatives. Compared to the other two airlines Qatar airways and emirates airway they have not just stated we plan on reducing our carbon and removing our plastics etc. but there is a more detailed plan as to the alternatives that they plan on using.
Emirates 
On the official website of emirates, they have a section talking about what they are planning in doing in order to benefit the environment and make it more sustainable for the years to come. Something different that they have done compared to the other two airlines, British airlines and Qatar airways is that on board the economy class where they have their blankets, the blankets are made form 100% recycled plastic bottles, they have said that each blanket is made form 28 bottles which have hen been made into yarn and then able to be woven together to make these sustainable blankets that can be then used for economy class. Emirates airway have also decided to decrease on the unnecessary weight which helps to save on fuel. 
How an organisation can improve it customer relationship management?
According to Pryor, et al, (1998, p.2.3) ‘Quality refers to the extent to which processes, products, services and relationships are free form defects, constraints and items which do not add value for the customer.’ In this section the theories that I will be explaining are Deming (Deming’s cycle, Deming 14 points etc), Juran (the quality trilogy and the quality planning roadmap) and Crosby (Crosby’s cost of quality, four absolutes of quality management)
Theory 1 – Deming (Deming’s cycle, Deming 14 points etc)
Deming says that it is managements responsibility to improve the systems so that employees can do their job more effectively, Deming’s theory states that improvements in quality can lead to lower costs and higher productivity because they result in less rework, fewer mistakes, which then lead to better use of time and materials. Deming emphasis that management is responsible and the employees are only responsible for 10 or 20 percent of the quality problems that happen in the business whereas the remaining 80 or 90 percent it is the management who is responsible and in control of this. The Deming cycle also known as the Deming plan do check act or PDCA cycle, is about testing and making improvements on a product before it is taken on a bigger scale. When a product is created and there is an improvement that could be made, it is mostly the best thing to test on a smaller scale so that they are able to see both the advantage sand the disadvantages of the products, in addition to this by creating a change on a smaller scale it means that employees are more likely to come around to the new change and therefore end up becoming more willing to support this change and be willing to accept other changes that could occur in the future. The Deming plan do check act or PDCA cycle allows chances for continuing evaluating and improving products in order to get the best possible results. In addition to the Deming plan do check act cycle Deming also came up with the seven deadly diseases, this is that the seven deadly diseases can paly a big part in the quality crisis the seven deadly diseases are, lack of constancy of purpose to plan, this means that if there is not enough planning done in order to deliver products and services it can impact a companies survival in the long term. We then have emphasis on short term profits, this seen caused by short term thinking t seen as the opposite of the first of the seven deadly diseases lack of constancy of purpose to plan, the third deadly diseases is performance appraisals this rewards employees when they do something good this then consequently leads to creating a competitive workplace for employees, mobility of management encourages short term thinking. management by use of visible figures without concern about other data, excessive medical costs which has now been seen as excessive by the government, lastly, we have the costs of liability and this is the money that you owe and is taken out the liabilities could be such things like a loan or mortgage etc.
The way in which Deming’s theories can help with the customer relationship management with the airlines and their customers is that by creating new products, if there is an improvement to be made start of at a small scale and continue improving. Also, when an airline is trying to be more sustainable and they try other alternatives to plastic and try to be as sustainable as possible it is important for them to know that they must do numerous amounts of planning because if it does not succeed then it could impact the airline as customers would not enjoy the experience as much. With Deming’s plan do check act (PDCA) cycle it could link with emirates airway because they have designed a blanket that is made form 100% recycled bottles and is only being used in economy class and not throughout all classes in the airline, this could be that because it is a new product they want to test it on a smaller scale and make any improvement’s if need be and then hopefully when successful they can have more of the environmentally friendly blankets available for everyone.
Theory 2 – Juran (the quality trilogy and the quality planning roadmap)
Juran can be used to create a traditional quality system and to support strategic quality management, Juran philosophy includes the quality trilogy and the quality planning roadmap. The quality trilogy involves quality planning, quality control and quality improvement, quality planning gives operators the capability to produce products and services that are in line and meet the consumers needs, throughout the quality planning phase the business needs to identify and decide who tehri customers are and what are their wants and needs and according to this design the products that will cater to the customers’ needs and want. Quality control is there to stop things from going bad to worse, the quality control is the inspection part of the quality trilogy and the operators look at what the business has designed and compare that to their actual plans and aims and objectives they had first that would be in line with the customers needs and wants. Quality improvement, is about what the business can do better in order to improve their product or service, this allows the business to decrease any errors and allows them to scrutinise the product or service so that they area bel to make the best product or service for tehri customers. Although businesses should be doing this I n the first place most do not go to this extent, and by using this model it allows the business to focus on other task without having to worry about this part. The second of Juran’s theory / model is the quality planning road map, this can be used by businesses as a checklist for understanding customer requirements, the planning roadmap is used for product and process development, there are nine stages at stage one you have identifying who the customers are, at stage two you have define the customers needs and wants, stage three is translating the customers’ needs into something that the business understands, stage four is create and develop the product to cater for the needs of the customers, stage five is about being able to design the product in order to cater the neds of both the business and the customer needs, stage six is creating a process which is able to produce the product, stage seven is improve the process, stage eight is prove that the product is able to be produced under operating conditions and lastly stage nine is to take this process to operations. Both of Juran’s quality trilogy and quality roadmap are not enough.
With the emirate’s airline and their blanket, they have a blanket that is environmentally friendly, this shows that they 
Theory 3 – Crosby (Crosby’s cost of quality, four absolutes of quality management)
Crosby’s theory is that businesses should focus more on the needs and wants of the customers and try to prevent any problems of the product, Crosby suggests that an increase in money is needed in order to achieve quality however, at the same time it costs even more money if the quality is not achieved. When a business creates the product for the first time the quality is free this is because it does not cost anything other than what has been spent but, when a business has to redesign or build the product again it will cost more money. Crosby stated his basic theories about quality in four absolutes of quality management and they are as follows, quality means conformance to requirements, not goodness, the system for causing quality is prevention, not appraisal, the performance standard must be zero defects, not "that's close enough." The measurement of quality is the price of nonconformance, not indexes. 

Conclusion 
A recommendation that could be suggested for Qatar airways is a further investigation as to why they are so quick to fire attendants and if this is the case is it because of big complaint and if it is not then something needs to be fixed. A suggestion would be to talk to the attendants and try to understand the problem that occurred and what could be done differently in order to prevent this situation for the future. In addition to this, businesses need to be able to take complaints from their customers and the customers should not worry if the person that they complain about could lose their jobs. It would also help the customer experience of Qatar airways.
A recommendation for emirates would be that with their blankets that are made from 100%  recycled bottles, they only give them at economy class, which could mean for first class these blankets are not being used so a suggestion would be to make it available throughout all flights no matter if you are in economy, business, or first this would definitely show more of a dedication towards remaining sustainable and the customer experience would be better because all of the customers no matter what class they are would feel better as they are investing in a company who does more in order to preserve the earth for future generations.
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