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Introduction:
In this assignment I am going to investigate the ethical and sustainable policies of three broadband companies and their impact on customer so for this purpose I am considering virgin media, TalkTalk and BT. I am also going to discuss three quality models and theories and how to improve customer relationship management by using these quality models and theories and finally by considering all above ethical and sustainable policies and their impact on customers I will give my conclusion and advise some recommendation which will benefit these companies.
Policies 1and 1procedures 1are 1an 1important 1part 1of 1any 1organization, 1together 1policies 1and procedures 1provide 1a 1roadmap 1for 1daily 1operations, 1they 1ensure 1compliance 1with 1laws 1and regulations, 1provide 1guidance 1for 1decision 1making 1and 1streamline 1internal 1processes, however 1if 1your 1employees 1do 1not 1follow 1the 1policies 1and 1procedures 1your 1business 1will not 1achieve 1success 1so 1to 1gain 1progress 1it 1is 1very 1important 1to 1follow 1the 1correct procedure 1of 1your 1business 1policies 1(Curran, 12000), 1as 1it 1will 1not 1only 1increase 1quantity 1of customers 1but 1it 1will 1make 1a 1huge 1positive 1difference 1in 1company’s 1revenue 1as 1well.
[bookmark: _Hlk64221482]
Ethics 1and 1its 1components:
Ethics 1is 1a 1system 1of 1moral 1principles, 1it 1focuses 1on 1things 1that 1are 1beneficial 1to  individuals 1and 1society 1and 1is 1also 1called 1moral 1philosophy, the term is derived from the Greek word ethos which means customs, habits or character.
Some 1professional 1organizations 1may 1define 1their 1ethical 1approach 1in 1terms 1of 1a 1number of 1discrete 1components 1typically 1these 1include 1honesty, 1trustworthiness, 1transparency, accountability, 1confidentiality, 1objectivity, 1Respect, 1obedience 1to 1the 1law, 1and 1loyalty.
Ethical 1policies 1can 1help 1companies 1conduct 1business 1by 1providing 1employees 1with specific 1ideas 1about 1what 1is 1right 1and 1what 1is 1unacceptable 1in 1the 1workplace 1without 1the need 1for 1continuous 1managerial 1supervision, 1(Cragg,1997).

Ethical 1policies 1and 1their 1impact 1on 1customers:
Now 1I 1am 1going 1to 1investigate 1ethical 1policies 1of 1three 1broadband 1companies 1and 1their impact 1on 1customers.
Virgin 1Media:
Virgin 1Media 1is 1one 1of 1the 1most 1well 1known 1companies 1in 1the 1entertainment 1industry, 1the scope 1of 1their 1broadband 1plan 1is 1currently 1one 1of 1the 1most 1impressive 1in 1the 1UK, Virgin Media offers the fastest speeds in the industry and is known for its excellent fibre optic broadband 1packages 1provided 1by 1its 1own 1fibre 1optic 1cable 1network, 1Virgin 1Media 1was actually 1founded 1in 12006, 1although 1in 1just 1one 1year 1it 1became 1the 1first 1company 1to 1provide home 1phone, 1TV, 1broadband 1and 1mobile 1packages.

In 1March 12010, 1the 1company 1announced 1that 1it 1would 1begin 1trials 1of 1providing 1broadband and 1TV 1services 1through 1poles 1and 1if 1the 1trial 1is 1successful, 1it 1can 1provide 1speeds 1of 1up to 50Mb 1which 1will 1bring 1hope 1to 1more 1than 1one 1million 1households 1in 1the 1UK 1especially those 1in 1rural 1areas 1so 1Virgin 1continues 1to 1provide 1some 1of 1the 1most impressive1broadband 1speeds 1year 1after 1year.
Social 1policy:
Virgin 1media 1help 1people 1and 1society 1to 1stay 1connected 1through 1their 1products 1and services, 1considering 1present 1pandemic 1situation 1virgin 1media 1is 1trying 1their 1best 1to 1bring people 1and 1communities 1closer 1with 1the 1power 1of 1their 1network 1and 1brand 1and 1this 1will help 11.5 1million 1people 1feel 1more 1meaningful 1connection 1with 1each 1other 1by 1the 1end 1of 2025, meaningful connection means human or digital connection can reduce loneliness and build 1a 1sense 1of 1belonging 1in 1the 1community, 1to 1become 1more 1beneficial 1for 1customers and 1society 1Virgin 1Media 1empower 1their 1people 1to 1connect 1with 1the 1community 1through voluntary 1service, 1connect 1with 1people 1in 1the 1local 1community 1digitally 1and 1in 1person 1to help 1and 1support 1them 1reduce 1loneliness 1and 1improve 1their 1sense 1of 1belonging 1in 1the town and 1this 1will 1also 1help 1customers 1to 1build 1their 1positive 1trust 1towards 1the 1company.
Environmental 1policy:
At 1present 1age 1more 1customers 1are 1interested 1in 1companies 1which 1has 1their environmental policies 1implemented 1correctly 1as 1it 1will 1give 1customers 1more 1confidence 1on 1using 1their products 1and 1services, 1it 1will 1also 1reduce 1the 1cost 1and 1increase 1the 1sale 1of 1business, considering 1environment 1Virgin 1media 1has 1identified 1their 1biggest 1issues 1and 1trying 1their best 1to 1resolve 1them 1in 1a 1way 1where 1customers 1and 1staff 1will 1be 1proud 1of, 1they 1have introduced 1an 1environmental 1management 1system 1which 1will 1make 1them 1more 1smart 1and efficient 1in 1their 1actions 1so 1that 1means 1more 1benefits, 1products 1and 1services 1for customers, company 1is 1hoping 1to 1achieve 1their 1goal 1by 12025 1where 1carbon 1and 1waste 1will 1be 1at 1zero level 1which 1means 1no 1pollution 1in 1the 1environment.

TalkTalk:
TalkTalk 1is 1a 1company 1that 1provides 1pay 1TV, 1telecommunications, 1Internet 1access 1and mobile 1network 1services 1to 1businesses 1and 1local 1consumers 1in 1the 1UK, 1It 1was 1established in 12003 1as 1a 1subsidiary 1of 1Carphone 1Warehouse 1and 1was 1dissolved 1as 1an 1independent company 1in 1March 12010, TalkTalk was originally just a provider of fixed telephone services for consumers but 1now 1it 1provides 1consumers 1with 1fixed 1and 1mobile 1telephone 1and broadband 1services 1under 1the 1TalkTalk 1brand 1and 1provides 1telephone 1and 1broadband services 1for 1corporate 1customers 1under 1the 1TalkTalk 1Business 1brand, 1TalkTalk 1is 1the second 1largest 1broadcast 1service 1in 1the 1UK 1after 1Virgin 1Media, 1providing 1TV, 1broadband, telephone 1and 1mobile 1services, 1TalkTalk 1believes 1that 1everyone 1should 1be 1able 1to 1use simple, 1affordable, 1reliable 1and 1fair 1connections.
Social 1policy:
TalkTalk 1believes 1in 1serving 1the 1people 1and 1cooperating 1with 1the 1people, 1company ensures 1to 1create 1new 1jobs 1and 1opportunities 1for 1millions 1of 1people 1around 1the 1world, TalkTalk 1works 1with 1the 1entire 1community 1to 1help 1them 1become 1healthier 1and 1happier, 1in addition 1to 1that 1TalkTalk 1also 1produces 1and 1distributes 1health 1and 1hygiene 1products 1to improve 1the 1wellbeing 1of 1its 1customers 1and 1the 1communities, company work hard for not only the shareholders but for the whole society as 1their 1infrastructure 1development 1and education 1deployment 1programs 1help 1communities 1to 1improve 1their 1living 1standards 1so 1this gives 1golden 1opportunity 1to 1customers 1to 1use 1products 1and 1services 1of 1an 1organisation which 1really 1do 1their 1best 1to 1meet 1customers 1and 1society 1needs.
Environmental 1policy:
TalkTalk 1takes 1their 1responsibility 1towards 1the 1environment 1very 1seriously 1and 1they 1do everything 1which 1can 1be 1possible 1to 1meet 1the 1challenges 1of 1climate 1change, 1company believes 1that 1to 1become 1successful 1it 1is 1their 1responsibility 1to 1pay 1close 1attention 1to carbon emissions, 1they 1have 1achieved 1their 1goal 1to 1reduce 1their 1carbon 1dioxide 1emission 1by 180% in 12020, 1as 1part 1of 1their 1overall 1commitment 1to 1reduce 1carbon 1emissions, 1they 1track 1CO2 emissions 1from 1all 1sources 1and 1through 1their 1hard 1work 1they 1have 1also 1increased 1the climate 1score 1of 1the 1carbon 1disclosure 1project 1from 1D 1to 1B, 1by 1implementing 1all 1these policies 1TalkTalk 1will 1not 1only 1keep 1their 1customers 1happy 1but 1will 1also 1increase 1their revenue 1(Perron 1et 1al., 12006), 1as 1customers 1who 1are 1very 1aware 1of 1environmental 1issues are 1more 1likely 1to 1buy 1from 1businesses 1that 1act 1in 1an 1environmentally 1friendly 1way.

BT:
BT 1Group 1plc 1formerly 1known 1as 1British 1telecom 1is 1a 1British 1multinational telecommunications 1holding 1company 1headquartered 1in 1London 1England, 1it 1operates 1in approximately 1180 1countries/regions 1and 1is 1the 1largest 1fixed 1line, 1broadband 1and 1mobile service 1provider 1in 1the 1UK 1and 1it 1also 1provides 1subscription 1TV 1and 1IT 1services 1to customers.
Social 1policy:
Like 1all 1other 1businesses 1BT 1believes 1that 1their 1communication 1services 1have 1a 1positive impact 1on 1society 1and 1empower 1people 1to 1exercise 1their 1rights 1and 1freedoms, 1they 1also recognise 1that 1they 1could 1negatively 1impact 1human 1rights 1either 1themselves 1or 1through their 1wider 1business 1relationships 1so 1they 1think 1particularly 1and 1carefully 1about 1the 1rights of 1their 1stakeholders 1in 1their 1supply 1chain, BT is playing an important role in improving the living standard of communities by offering them safe network and 1cheap 1products 1and services 1compare 1to 1other 1network 1providers 1and 1in 1return 1company 1is 1getting 1benefit 1of loyal 1customers 1who 1trust 1the 1company 1and 1stay 1longer 1and 1enjoy 1loyalty 1rewards 1all 1the services 1offered 1by 1BT.
Environmental 1policy:
BT 1is 1committed 1to 1cut 1pollution 1and 1minimise 1the 1impact 1on 1the 1environment 1of 1their operations 1around 1the 1world, 1company 1believes 1that 1in 1their 1daily 1operations 1they 1have 1an impact 1on 1the 1environment 1so 1company 1use 1their 1best 1environment 1management 1system to 1prevent 1pollution, 1they 1also 1do 1their 1best 1to 1minimise 1the 1harmful 1effects 1caused 1by waste 1and 1carbon, 1they 1try 1their 1best 1to 1make 1a 1Positive 1contribution 1to 1the 1environment, they 1want 1everyone 1to 1follow 1the 1environment 1Laws 1and 1regulations 1that 1apply 1to 1them and 1also 1follow 1their 1environment 1standards 1and 1commitments, 1a 1lot 1of 1commitments 1in their 1environmental 1policy 1affect 1customers 1and 1employees 1daily 1work 1and 1life 1as 1most customers 1these 1day 1wants 1best 1service 1and 1products 1so 1if 1company 1is 1following 1the correct 1environmental 1policy 1then 1it 1will 1create 1a 1strong 1trust 1in 1customers 1for 1the company as 1they 1the 1service 1they 1are 1receiving 1from 1the 1company 1is 1fully 1safe 1and 1meets 1the health and 1safety 1standards.

Sustainability 1and 1its 1components:
Sustainability 1is 1all 1about 1growing 1your 1business 1in 1a 1way 1that’s 1good 1for 1people 1and 1the environment, 1It 1is 1not 1just 1about 1doing 1less 1of 1the 1bad 1stuff 1sticking 1to 1laws 1but 1it 1is 1also about 1doing 1better 1actively 1using 1your 1business 1brand 1and 1staff 1to 1create 1positive 1social impact 1on 1people 1and 1society 1(Kuhlman, 12010).


Environment:
Environmental 1sustainability 1is 1achieved 1by 1being 1a 1steward 1of 1the 1natural 1environment and 1reducing 1the 1impact 1of 1human 1activities 1on 1natural 1resources 1and 1systems 1that support 1the 1community.
Economy:
Economical 1sustainability 1is 1achieved 1by 1supporting 1education, 1jobs, 1businesses, 1green industries, 1innovation, 1and 1economic 1development.
Community:
It 1is 1achieved 1by 1supporting 1public 1participation, 1healthy 1living, 1and 1access 1to 1social services, 1cultural 1diversity, 1historic 1preservation, 1and 1the 1arts.



Sustainable 1policies 1and 1their 1impact 1on 1customers:
Now 1I 1am 1going 1to 1investigate 1sustainable 1policies 1of 1three 1broadband 1companies 1and their 1impact 1on 1customers.
Virgin 1media:
Better 1for 1community:
Virgin 1media 1wants 1to 1build 1a 1company 1where 1all 1employees 1and 1customers 1feel 1that 1they belong 1to 1them 1and 1no 1one 1will 1be 1left 1behind 1therefore 1they 1have 1created 1hundreds 1of new 1opportunities 1for 1people 1in 1underrepresented 1communities 1to 1acquire 1skills 1and employment 1opportunities, 1as 1a 1society 1people 1are 1more 1digitally 1connected 1than 1ever before 1and 1yet 1present 1pandemic 1situation 1continue 1to 1rise 1virgin 1media 1is 1going 1to 1bring people 1and 1communities 1closer 1together, 1harnessing 1the 1power 1of 1their 1network 1and 1brand to 1help 1.5 million people feel more meaningfully connected to their communities and 1each other 1by 1the 1end 1of 12025 1so 1due 1this 1customers 1will 1feel 1more 1relaxed 1as 1company 1will 1be able 1to 1give 1them 1new 1products 1and 1services 1at 1discounted 1rates.
Better 1for 1planet:
Entertainment 1and 1digital 1services 1are 1at 1their 1best 1when 1they’re 1truly 1limitless 1but 1our planet 1is 1not 1so 1virgin 1media 1is 1going 1to 1shrink 1their 1impact 1on 1the 1planet 1by 1using 1the unlimited 1potential 1of 1connectivity 1to 1accelerate 1a 1zero 1waste 1and 1zero 1carbon 1future, Virgin 1Media 1has 1set 1a 1big 1goal 1to 1reach 1net 1zero 1carbon 1and 1zero 1waste 1across 1their operations 1by 1the 1end 1of 12025 1which 1will 1be 1a 1great 1achievement 1and 1it 1will 1put 1positive affect 1on 1customers 1and 1this 1will 1make 1them 1more 1loyal 1to 1the 1company.
Better 1for 1business:
Virgin 1Media 1is 1committed 1to 1operate 1their 1business 1in 1a 1truly 1responsible 1way 1as 1their employees 1and 1customers 1expect 1this 1means 1not 1only 1considering 1their 1proactive environmental 1and 1social 1impact 1plans 1but 1also 1paying 1attention 1to 1the 1way 1they 1do business 1every 1day.

TalkTalk:
Environment:
Like 1other 1companies 1in 1the 1industry 1the 1operations 1of 1TalkTalk 1are 1also 1affected 1by climate 1change 1and 1weather 1changes, 1in 1order 1to 1cope 1with 1this 1change 1and 1protect 1the environment 1TalkTalk 1is 1committed 1to 1creating 1a 1safe 1and 1green 1space 1through 1a 1high planting 1rate, this is to ensure the sustainability of the environment and 1by 1doing 1this company 1will 1provide 1a 1healthy 1and 1safe 1atmosphere 1to 1their 1customers 1and 1this 1will definitely 1increase 1their 1customers 1and 1revenue 1as 1now 1a 1days 1customers 1don’t 1mind paying 1more 1but 1will 1consider 1suitability 1when 1purchasing 1any 1product 1or 1service.
Safety 1and 1security:
[bookmark: _GoBack]As 1one 1of 1the 1largest 1Internet 1service 1providers 1in 1the 1UK 1TalkTalk 1recognize 1that 1they have 1a 1responsibility 1to 1ensure 1that 1their 1customers 1feel 1safe 1and 1confident 1when 1they 1are online 1(Jun 1et 1al., 12004), 1company 1work 1closely 1with 1the 1British 1government 1including 1the national 1cyber 1​​security 1and 1the 1ministry 1of 1digital, 1culture, 1media 1and 1sports, they have dedicated 24x7 Security operation centre which 1has 1a 1wide 1range 1of 1prevention, 1detection and 1response 1tools 1to 1mitigate 1and 1manage 1security 1risks, 1company 1provide 1best 1service to 1customers 1by 1ensuring 1that 1their 1data 1is 1safe 1and 1this 1will 1make 1customers 1happy 1and feel 1secure 1and 1they 1will 1not 1worry 1about 1things 1like 1this 1company 1will 1sell 1their information to 1third 1party 1or 1use 1it 1for 1any 1other 1purpose.

BT:
Building 1better 1digital 1life:
BT 1is 1committed 1to 1focus 1on 1how 1they 1can 1help 1their 1community 1and 1stakeholders 1to learn new 1skills, 1they 1want 1to 1help 1everyone 1make 1the 1most 1of 1technology 1and 1thrive 1in 1an increasingly 1digital 1world, 1they 1give 1people 1the 1skills 1they 1need 1today 1to 1enable 1them 1to have 1a 1better 1tomorrow, 1technology 1is 1a 1powerful 1driving 1force 1but 1many 1people 1lack 1the skills 1and 1confidence 1to 1make 1full 1use 1of 1technology 1at 1home 1and 1at 1work 1so 1BT 1has launched 1the 1skills 1of 1tomorrow 1program 1which 1help 1and 1put 1a 1positive 1impact 1on stakeholders 1and 1community 1across 1the 1UK 1to 1learn 1new 1skills 1and 1knowledge 1which 1will give 1them 1confidence 1to 1learn 1and 1support 1to 1improve 1their 1present 1skills, 1their 1main 1aim is to 1help 1millions 1of 1people 1and 1they 1have 1already 1started.
Tackling 1climate 1change:
BT 1has 1a 1long 1track 1record 1in 1leading 1corporate 1climate 1action, 1they 1have 1achieved 1their first 1science 1based 1goal 1four 1years 1ahead 1of 1schedule 1reducing 1the 1carbon 1intensity 1by 80% 1and 1now 1they 1are 1accelerating 1action 1to 1further 1reduce 1carbon 1intensity 1by 187% 1by 2030 1which 1is 1consistent 1with 1the 1latest 1science 1to 1keep 1global 1warming 1.5°C higher than preindustrial levels and by 2045 their 1goal 1is 1to 1become 1a 1zero 1carbon 1net 1emission company, 1they 1are 1using 1their 1influence 1technology 1to 1inspire 1and 1enable 1wider 1action 1to tackle 1the 1climate 1emergencies, 1environmental 1sustainability 1can 1affect 1stakeholders 1and customers 1in 1various 1ways 1as 1unclean 1environment 1and 1unhealthy 1lifestyle 1so 1considering these 1issues 1many 1companies 1are 1becoming 1more 1aware 1of 1the 1importance 1of environmental 1sustainability.

Quality 1and 1its 1components:
Quality 1is 1customer 1demand 1it 1ensures 1the 1stability 1of 1the 1organization, 1product 1or 1service, it 1has 1three 1main 1components 1quality 1planning, 1quality 1control 1and 1quality 1improvement, quality 1not 1only 1pays 1attention 1to 1the 1quality 1of 1products 1and 1services 1but 1also 1pays attention 1to 1the 1methods 1to 1achieve 1this 1quality, 1it 1can 1also 1be 1defined 1as 1fitness 1for intended 1use 1or 1in 1other 1words 1how 1well 1the 1product 1performs 1its 1intended 1function, according 1to 1(Kotler 1et 1al., 12017) 1quality 1can 1be 1defined 1as 1no 1defects, 1successful businesses 1will 1go 1extra 1mile 1to 1meet 1their 1customer 1needs.
Components:
Planning:
The 1first 1step 1or 1component 1in 1quality 1is 1planning 1you 1need 1to 1spend 1some 1time 1to determine 1goals 1and 1baselines, 1you 1should 1determine 1what 1quality 1standards 1are, 1the requirements 1necessary 1to 1meet 1these 1standards 1and 1what 1procedures 1will 1be 1used 1to check 1whether 1these 1standards 1are 1met, 1during 1this 1stage 1you 1want 1to 1consider 1who 1will manage 1planning 1process, 1all 1legal 1requirements 1are 1met 1and 1you 1are 1meeting 1your customer 1expectations.
Control:
Once 1planning 1is 1established 1 1quality 1control 1comes 1into 1play, 1this 1is 1the 1process 1of physically 1inspecting 1and 1testing, 1you 1need 1to 1confirm 1that 1all 1the 1standards 1you 1have 1put into 1place 1are 1met, 1and 1you 1need 1to 1identify 1any 1mishaps 1or 1errors 1that 1need 1to 1be corrected, 1it 1is 1always 1best 1to 1catch 1them 1sooner 1rather 1than 1leaving 1them 1to 1the 1end (Goetsch, 12010), 1in 1this 1process 1you 1need 1to 1pay 1extra 1attention 1to 1all 1aspects 1of 1the product 1including 1both 1the 1materials 1used 1and 1the 1process 1of 1putting 1them 1together.
Improvement:
Finally, 1after 1completing 1the 1quality 1control 1process 1you 1need 1to 1thoroughly 1review 1your findings 1and 1plan 1a 1way 1to 1improve 1future 1methods, 1If 1you 1are 1not 1willing 1to 1make changes when 1necessary 1quality 1will 1not 1improve 1so 1to 1become 1successful it is very important to collect all the data revaluate the process and product but always keep compliance in mind and 1then 1start 1the 1quality 1improvement 1process 1again, 1in 1each 1cycle 1you 1will 1eventually get better 1products, 1happier 1customers 1and 1more 1profit.

Quality 1models/theories:
There 1are 1a 1number 1of 1scholars 1whom 1have 1written 1on 1quality 1modes/theories 1which 1are now 1helping 1business 1to 1improve 1their 1service 1and 1production 1of 1quality, 1these models/theories 1play 1an 1important 1role 1to 1improve 1customer 1management 1skills 1of organisations 1(Seth 1et 1al., 12005), 1and 1without 1these 1skills 1no 1business 1can 1achieve 1their required 1target.
Deming 1cycle 1theory:
In 1the 11950s, 1management 1consultant 1Dr 1William 1Edwards 1Deming 1developed 1a 1method to determine 1why 1certain 1products 1or 1processes 1did 1not 1work 1as 1expected, 1since 1then 1his method 1has 1become 1a 1popular 1strategy 1tool 1and 1used 1by 1many 1different 1types 1of organizations, 1it 1allows 1organisations 1to 1formulate 1a 1theory 1about 1what 1needs 1to 1be changed 1and 1then 1test 1it 1in 1a 1continuous 1feedback 1loop, 1Deming 1himself 1used 1the 1concept of 1plan, 1do, 1study 1and 1act 1(PDSA), 1he 1preferred 1to 1focus 1on 1the 1initial 1plan 1rather 1than studying 1the 1results 1of 1any 1innovations, 1he 1emphasized 1that 1the 1search 1for 1new knowledge is 1always 1guided 1by 1a 1theory 1so 1you 1should 1be 1as 1sure 1as 1possible 1that 1your 1theory 1is correct 1 1(Koiesar, 11994), PDSA framework works well in all types of organizations, It 1can improve 1any 1process 1or 1product 1by 1breaking 1it 1down 1into 1smaller 1steps 1or 1development stages 1and 1exploring 1ways 1to 1improve 1each 1process 1or 1product, 1it 1is 1the 1best 1theory which helps 1organisations 1to 1improve 1their 1customer 1relationship 1management 1skills 1as 1imagine your 1customer 1satisfaction 1scores 1on 1a 1business 1rating 1website 1going 1down 1due 1to 1late and 1damaged 1products 1been 1delivered 1to 1customers 1so 1to 1resolve 1this 1matter 1you 1need 1to think, 1plan 1and 1change 1delivery 1supplier 1so 1by 1doing 1this 1your 1products 1are 1getting delivered 1in 1perfect 1condition 1and 1on 1time 1so 1you 1are 1happy 1to 1see 1that 1the 1customers positive 1feedback 1is 1going 1up 1therefore 1you 1decide 1to 1use 1a 1new 1supplier 1to 1process 1all orders 1in 1the 1future 1so 1this 1is 1how 1you 1can 1improve 1customer 1relationship 1management system 1in 1your 1organisation 1by 1using 1Deming 1cycle 1model/theory.

Juran’s 1trilogy 1and 1road 1map 1theory:
Dr. 1Joseph 1M. 1Juran 1proposed 1the 1Juran 1Trilogy 1in 11986 1also 1known 1as 1the 1Quality Trilogy, 1compare 1to 1old 1times 1now 1a 1days 1it 1has 1become 1the 1best 1practices 1around 1the world, the Juran Trilogy is a universal method of thinking about quality which 1is 1applicable 1to all 1functions, 1all 1levels, 1and 1all 1products, 1it 1consist 1of 1three 1processes 1which 1are 1planning, control 1and 1improvement 1(Juran, 11995), 1whereas 1Juran's 1road 1map 1provides 1a 1more detailed 1approach 1to 1the 1steps 1within 1the 1quality 1planning 1element 1of 1the 1trilogy, 1It 1is made up 1of 1a 1series 1of 1actions 1with 1corresponding 1outputs 1and 1emphasises 1the 1need 1for measurement 1throughout 1(Juran, 11992), 1Juran’s 1theories 1defiantly 1help 1and 1teach organisations 1how 1to 1improve 1customer 1relationship 1management 1as 1by 1improving 1your quality, 1providing 1excellent 1customer 1service 1and 1meeting 1all 1your 1customers 1need 1you 1will bring 1success 1to 1your 1business.

Crosby’s 1cost 1of 1quality:
Crosby's 1principle 1of 1get 1it 1right 1the 1first 1time 1is 1his 1response 1to 1the 1quality 1crisis, 1he defines 1quality 1as 1fully 1meeting 1customer 1requirements, 1the 1essence 1of 1his 1philosophy 1is expressed 1in 1what 1he 1called 1the 1absolutes 1of 1quality 1management 1and 1the 1basic 1elements of 1Improvement, 1so 1to 1improve 1customer 1relationship 1management 1in 1any 1organisation 1we can 1use 1Crosby's 1Zero 1Defects 1performance 1method 1and 1according 1to 1this 1method 1all employees 1and 1management 1should 1pay 1close 1attention 1to 1details 1and 1avoid 1mistakes 1and by 1doing 1this 1they 1can 1get 1closer 1to 1the 1goal 1of 1zero 1defects 1(Crosby, 11979), 1which 1will automatically 1improve 1the 1progress 1and 1revenue 1of 1your 1business 1as 1one 1happy 1customer can 1bring 1more 1custom 1to 1your 1business.

TalkTalk 1customer 1relationship 1management:
CRM 1stands 1for 1customer 1relationship 1management, 1this 1is 1a 1technology 1used 1to 1manage interactions 1with 1customers 1and 1potential 1customers, 1customer 1relationship 1management systems 1can 1help 1organizations 1build 1customer 1relationships 1and 1streamline 1processes 1so that 1they 1can 1increase 1sales, 1improve 1customer 1service, 1and 1increase 1profitability (Chalmeta, 12006), 1TalkTalk 1believes 1improving 1customer 1relationship 1management 1in 1your organisation 1is 1a 1powerful 1way 1for 1businesses 1to 1stand 1out 1from 1the 1competition, 1TalkTalk research 1and 1use 1all 1available 1old 1and 1new 1quality 1model/theories 1to 1improve 1their customer 1relationship 1management 1skills 1as 1by 1adopting 1the 1right 1methods 1you 1can 1not only 1win 1new 1custom 1but 1can 1also 1retain 1it 1for 1a 1long 1time.
TalkTalk 1customer 1relationship 1management 1 1system 1can 1solve 1big 1problems 1and 1is 1able to 1provide 1answers 1for 1unsolved 1matters 1as 1it 1is 1very 1easy 1to 1use 1which 1avoid 1the 1need  for 1expensive 1staff 1training 1or 1unreasonable 1time 1spending 1as 1no 1one 1wants 1their employees 1to 1spend 1more 1time 1on 1the 1phone 1than 1they 1need 1to 1talk 1to 1customers 1as 1it will reduce 1profit 1margins, 1company 1has 1made 1customers 1life 1very 1easy 1as 1even 1to 1report 1a simple 1fault 1you 1have 1to 1go 1through 1a 1series 1of 1questions through fault management platform a powerful system providing end to end service and will take you to the correct department where 1your 1issue 1can 1be 1resolved 1but 1I 1personally 1think 1it’s 1waste 1of 1time 1as to 1keep 1your 1customers 1happy 1you 1need 1to 1provide 1them 1quick 1response 1service 1as 1now a days 1considering 1busy 1life 1customers 1don’t 1like 1to 1wait 1and 1want 1solution 1for 1their problems as 1soon 1as 1possible.
Company 1also 1use 1SMS 1and 1email 1system 1to 1keep 1their 1customers 1up 1to 1date 1with 1latest product 1or 1service 1offers, 1In 1order 1to 1further 1improve 1of 1customer 1relationship management they 1needs 1to 1use 1smart 1support 1tools 1and 1follow 1all 1the 1quality 1elements 1and 1theories which 1can 1remove 1errors 1and 1can 1easily 1solve 1issues 1(Tao, 12014), 1as 1by 1following 1all these 1steps 1correctly 1company 1can 1solve 1most 1technical 1problems 1in 1the 1most 1effective way, 1run 1very 1smoothly 1and 1keep 1their 1customer 1happy, 1strengthen 1their 1relationships 1and open 1up 1new 1revenue 1opportunities.





Conclusions:
Customer 1satisfaction 1information 1helps 1companies 1to 1evaluate 1their 1ability 1in 1meeting customers’ 1needs 1and 1expectations 1effectively 1(Zeithaml 1et 1al., 12009), 1It 1also 1helps companies 1 1to 1analyse 1and 1understand 1the 1way 1they 1can 1improve 1their 1customer relationship 1management 1system 1by 1improving 1the 1service 1and 1quality 1of 1their 1products 1so by 1doing 1this 1they 1can 1make 1their 1customers 1happy, 1to 1gain 1success 1considering 1all 1three broadband 1companies 1it 1is 1very 1important 1 1to 1follow 1all 1ethical 1and 1sustainable 1policies correctly 1and 1it 1goes 1to 1all 1employees 1and 1management 1to 1follow 1these 1polices 1as sometimes 1employees 1don’t 1always 1like 1the 1idea 1that 1rules 1must 1be 1followed, 1however 1the implementation 1of 1the 1these 1policies 1are 1more 1than 1just 1forcing 1employees 1to 1do 1things they 1don't 1want 1to 1do, 1compliance 1with 1policies 1and 1procedures 1is 1beneficial 1to 1employees and 1the 1entire 1organization, 1the 1ethical 1and 1sustainable 1policies 1are 1the 1principle 1for 1all employees 1of 1the 1company 1to 1do 1the 1right 1thing 1at 1all 1times 1and 1act 1with 1high 1standards when 1dealing 1with 1customers, 1a 1good 1ethical 1and 1sustainable 1policy 1creates 1a 1good culture based 1on 1trust 1and 1transparency, 1it 1improve 1customer 1relationship 1management 1and 1also benefit 1customers, 1because 1happy 1employees 1cultivate 1more 1happy 1customers 1who 1keep coming 1back 1(Gounaris, 12013).

Recommendations:
Considering 1all 1above 1mentions 1broadband 1companies 1I 1strongly 1suggest 1that 1ethical 1and sustainable 1policies 1must 1be 1embedded 1in 1their 1business 1models, 1organizational 1strategies and 1decision 1making 1process 1as 1without 1the 1correct 1implementation 1of 1these 1polices 1and better 1knowledge 1of 1customer 1relationship 1management 1skills 1no 1business 1can 1achieve success, 1managers 1must 1come 1to 1problems 1with 1prepared 1minds 1looking 1at 1new 1ways 1in which 1an 1organisation 1can 1benefit 1from 1by 1using 1ethical 1and 1sustainable 1approach 1to improve 1their 1customer 1relationship 1management, 1where 1they 1can 1keep 1customer 1happy at any 1cost 1rather 1than 1one 1that 1relies 1narrowly 1on 1cost 1cutting 1or 1compliance 1(Wang, 12014), they 1also 1need 1to 1improve 1their 1call 1waiting 1time 1and 1now 1a 1days 1customers 1don’t 1want 1to wait 1for 1long.
All 1these 1broadband 1companies 1need 1to 1edit 1and 1improve 1their 1websites 1as 1during 1my research 1and 1investigation 1I 1couldn’t 1find 1exact 1wording 1or 1information 1for 1ethical 1and sustainable 1policies 1so 1I 1had 1to 1go 1through 1their 1business 1code 1of 1conduct 1and 1practice policies 1to 1take 1required 1information 1out 1so 1they 1really 1need 1to 1improve 1their 1customer relationship 1management 1system 1where 1they 1need 1to 1understand 1that 1at 1present 1age customers 1wants 1to 1know 1more 1about 1companies 1so 1the 1information 1in 1their 1websites regarding 1their 1policies 1should 1be 1more 1clear 1and 1easy 1to 1understand 1for 1customers 1as customers 1are 1the 1main 1source 1for 1any 1organisation 1to 1attain 1progress.
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