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Executive summary
[bookmark: _GoBack]Increasing importance of ethics, sustainability and quality of the CRM systems in organisations has been because of the public interest. The management of organization are trying the best to take responsibility of the environment and looking for ways to invest to have the competitive advantage. Ethical and sustainable organization are more successful and have a good reputation. The report is on Customer relationship management, the insight of ethics, sustainability and quality of the system. The report is on two organisation, one from the retail industry and one from service. The report explains the differences in the two organisation and how the two can benefit from using different theories and models.  
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[bookmark: _Toc4750743]1.0 Terms of Reference
The report is requested by the CEO of Marketing weekly, which needed to be completed by the 29th March 2019. The purpose of the report is to critically evaluate the impact ‘quality’ processes that impact on customer relationship management.(CRM). The report is compiled by Jahanara Uddin.  

[bookmark: _Toc4415439][bookmark: _Toc4750744]2.0 Procedure
 Information from books, Websites were used to prepare the report, those sources were accessed in order to deliver supporting evidence to the investigation. 

[bookmark: _Toc4415440][bookmark: _Toc4750745]3.0 Findings
[bookmark: _Toc4415441][bookmark: _Toc4750746]3.1 Ethics
“Ethics is a term that can be thought of as developmental, whereas morality is judgement” Ethics “ branch of philosophy and there concerned with formal academic reasoning about right or wrong.” (Fisher & Lovell, 2009, 2012 p9)
As Crane & Matten (2004)” business ethics is basically concerned with those issues in the business that are not covered by law or where there is no definite consensus on right or wrong behavior.”
 Definition
Ethics is very important to a person or to any business and organization because it isits about morality, in the concept of good and bad, right or wrong. It is also about rules and principles of individuals or organisations reality, existence. . Ethics of organization and individuals need to complement each other ethical aspects throughout the organization of its management, operation and decision making. in order to be a   successful organization with good reputation, competitive advance and sustainability. (Acceding to Armstrong G 2012)
Rules and guidelines from organization has an effect on employee’s awareness and behavior.  Businesses and organisations have code of conduct which helps them behave within the boundaries.  Individuals and organizational   beliefs, attitudes and values will overlap with ethics because personal, organizational social and environmental influences behavior and culture of reality, existence.   
Moral conduct   
Business Ethics is when organisations have set of guidelines for conduct and decisions making odof employees and managers. 
Descriptive ethics is the way individuals behave and how they think they should behave and their beliefs and values.
Normative ethics is about how individuals ought to behave.

Ethical decision making skills are very important to organisations because it effects the culture in the workplace which has an effect on the productivity of employees. 
 According to Trevino and Youngblood (1990) “identified a link between an organisations culture and the ethical position adopted by organisations members.”
Corporate culture can have a huge impact on an organisation’s work environment and output. This is why so much research has been done to pinpoint exactly what makes an effective corporate culture, and how to go about changing a culture that is not working 
(According to Mullins 2006).  Workplace culture is very important to organisations, this is the way they can be unique and alongside with the organisations core values set them to be apart from their competitors. The core values become the workplace culture. To be on top of competition with efferent and productive work force having a positive culture trends to be the key.
Unethical 
According to Armstrong unethical Business and organization will not be successful because decision making will eventually builds bad reputation, and individuals following different principles will end up paying fines and facing lots of other peoples with employees, quality, and sustainability of the organization.  
Business and organisation practice of effects of ethical or unethical business practices on consumers' attitudes and purchase intentions towards brands and organizations environmental responsibility), Customers want to know where the products and services are coming from, because some countries might use child laoubour, or animal testing. 

Figure 1 on Appendix
Shows individual process and institutionsl Structure which show the principle and policy. Business and organization following theories like this will help explain to employees the right and wrong of behaiur and decision. 









Ethical decision making
According to Pagano and Verdin (1988) p206. Offer a list of guide lines for management that they can apply to difficult social and ethical situations, the guide line will not tell the manager want to do, however will help analyses and evaluate the situation with their personal value in line with the organisation’s. The institute of management services have Code of ethics for members in the operation management filed. The management must always use professional skill and knowledge with integrity and ability to see beyond own self-interest and be responsibly. In an organization line manager. Most organization have a human resource or personal department, managers duties involve acceptance of ethical, value, integrity, honesty loyalty and fairness when evaluating any situation. This ethical decision making is very important because management need to put themselves in those situation and think how they would feel, or if the situation end up on local papers, and might need to explain their actions to customer, employers, or the stockholders.. This will have an effect on the organizations reputation as well as the manager been dismissed.     














[bookmark: _Toc4415442][bookmark: _Toc4750747]3.2 Sustainability
According to Brundland ( 1987) “Sustainability, Sustainability, Sustainability is the needs of the present generation without compromising the ability of future generation to meet their own needs.”  
“An approach to economic growth and development which takes account of social and environmental consequences.” (Worthington & Britton 2006) p215
Sustainnability in business and organization has been the profit margin. The best ways to survive in the market and to increase their revenue side of the organization by adopting to change to sustain. Sustainability has become a motivation. Sustainability is the way forward for the world economy. Analyzing problems of the environment and issues of society with impact on the economy. The Win-win-win business strategies for sustainability development helps organisations. Thinking about the environmental issues from all three aspects of social, political and economic activities will help the organization to be able to sustain in the market. 
 
There are a variety of framework to help management to incorporate sustainability in to the organization. 
Economic
Social & culture
Political
Ecological
Resource
What are business models for sustainable development?
 Any business model is the company’s value proposition The organisations target customers to provide a service or products.  The products a company’s value proposition distinguishes and can be different from competitors by two main factors. it from its competitors.
Adaptation and innovation of a business model are production and marketing because all business and organisation have different approaches to have a unique reputation and quality. The customer relationship they create will depend on the individual organisation in other words, ‘creating value’.
Business models for sustainable development aim to deliver economic, social and environmental benefits the three pillars of sustainable development through core business activities. In these models, the value proposition includes social, environmental and economic values. (According Fisher C p358) Business ethics and values and According to Worthington I and cited in The business Environment p218.)

(CSR) Corporative social responsibility is refers to the citizens that organisations have responsibility to society as well as the expectations and responsibilities from their stockholders or investors. All organisations large or small needs to implement CSR, however this has a positive outcome to because it can give u a competitive advantage.   
More and more businesses are more concerned about CSR, Many organization believe they have a responsivity to ‘give back’ to society. It starts with been environmentally friendly products and services and try to enhance people’s lives around the world. This is done by organization investing time, money and want to make a difference by duty of pride.
  According to (online www. Starbucks.co.uk/responsibility) accessed on 09.03.2019).  Some organisations’ like Starbucks coffee started 1971. This organization supports Ethos Water which brings clean water to more than one billion people around the globe. Starbucks is an ethical and a sustainable organization providing our citizens with green coffee, With this they have created C.A.F.E. The organization has a set of guidelines to achieve product quality, economic accountability, social responsibility, and environmental leadership.       
 Figure 2 on appendix  
Sustainability is the process of maintain the change in the environment, Sustainability is the process of mainthis is through current and future potentitial needs needs of humans. This focus’s on three main ares of environment, economic and social asspects of the community
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According to Oakland “Quality is the meeting the customer regiments”
According to Juan Joseph “No quality management systems works unless people are empowered and committed to take responsibility for quality”. 
According to HaroldHaroldHarod S & Green (cited by Crosby, 1979). “Quality is not right, it is free. And it is not only free, it is the most profitable product  we have. 
Philip B. Crosby’s definition of quality: conformance to five absolutes of quality management.
1. Quality as conformance
2. No such thing as a quality problem
3. Always cheaper first time
4. The only measurement of performance is the cost of quality
5. Zero defects 
Philosophy underpinning Oakland’s view of quality is perhaps best shown in the emphasis he places on its importance, saying “we cannot avoid seeing how quality has developed in to the most important competitive weapon, and many organizations  relished that TQM is the way of managing fir the future” .(Cited IN Quality by Beckford J. p117). 
TQM Total Quality Management not only focuses on services and products it also focuses on issues of implementing TQM in teamwork, communication, culture, and all the other aspects of the organisations. 
Organisation
organisation , are concerned about quality of their employees and the service or produce they sell. In most large organization have separate function for the management of quality, and the other quality is concern of almost all the organisations services. To have a high quality management will increase the efficacy and productivity of employees,  and making sure the quality of service and products sold to customers will have a considerable competitive advantage. Some organization belief providing high quality products and services will reduce the waste, complaints and returns of products and services. This will mean happy and satisfied customers. 

Why Is Quality Important for a Business?
“With so many options available to customers, you may be wondering whether or not quality still matters. The answer is a resounding “yes,” and quality isn’t just about offering a product or service that exceeds the standard, but it’s also about the reputation you gain for consistently delivering a customer experience that is “above and beyond.” Managing quality is crucial for businesses.” According Kesper, Van Helsdingen, de Vries 1999 p9 service quality)



Figure 3 on appendix
Deming’s 14 points on quality management is a core concept on implementing on total management. 














Definition
Meant by quality
[bookmark: _Toc4415445][bookmark: _Toc4750749]3.4 Impact on the CRM Systems 
Customer relationship management is very important to all sectors of the market, because the organisation builds a relationship with the customers by simple data given from customer when purchasing a service or a product. . The management activity (CRM) is involved to point Pont customer buying habits to maximize customer loyally. 
According to Armstrong G. & Kotler P. (2013) p41 & 676.  Marketing an introduction.  “Customer relationship management is the overall process of building and maintaining profitable customer relationship by delivering superior customer value and satisfaction.” Maintaining and keeping customers happy increases customer growth. 
CRM helps to increase growth by increasing loyalty and also helps the management organize, analyses data, this helps decision making easier. The information from the customers helps in many other ways such as improving products and services. Having a quality CRM, systems gives the organization an insight of customer feelings and needs, also increases efficiency in the workplace.

Business ethics in the CRM system
The relationship between customers and business ethics is very important to any organization. Customer ethics is influenced by the reputation of individual organizations. This comes from the way  organisations sells their products and services, do they offer what the say and does the products do what it built for, Those kind of issues build trust between the organization and the customers. In order for organization to built trust between the customers they need a strong reputation. Some organization will start with internal ethical principles where they have training programmes for employees and organisations code of conduct.
Code of conduct is a set of guide lines and expectations with the respect of human rights and labor. After training the employees then this helps to treat all customers in the same manner no matter how loyal the customer is, and organisations also needs to have everything in the process clear and easy to understand..
Impact of quality management systems on CRM
Having a quality management systems can have an advantage on the CRM because it can highly influence the experience of behavior and trust with customers. Most business and organisations are concerned about (TQM) Total Quality Management.
KAM  is a management approach adopted by selling companies aimed building a portfolio of key accounts by offering individual needs. Where appropriate technical, social and processes links are built up between suppliers and customers. 

Why ethics sustainability and quality are part of the CRM Systems used in organisations.
Ethics, sustainability and quality of the CRM systems is very important to all organization because lifestyle of people are changing  which means people attitudes and behavior in the people, live, work and think, purchase any goods or services effects organisartions.  
In order to be successful organisations needs to listen to their customers and try to adapt to needs as well as think about sustainable marketing.. 
According to Kotler (1994) “ the key way to customer retention is customer satisfaction “  Customer satisfaction can only be earned by providing good quality, products, services and been ethical and environmentally friendly organization. According to Kotler Armstrong sustainable marketing is the way forward. This is very important to all businesses in all sector of the market. Because it takes responsibilities of social, environmental issues and deals with the present needs of customers and their business as well as future generations. 
Some organisations only are concern about profit and day to day needs to customers, they want to be efficient and effective then their competitors for example:  . 
Mc Donald the fast food chain, the organization says ‘tasty but fat’,  and salt-laden foods. The organisatopn is concern with immediate customer satisfaction and sales, profits and not worried about retention of customers. McDonald and other fast foosd businesses are not concerned about the long term effect on society, community, economy for example this is damaging customer health e.g. obesity etc. Those types of organisations are losing customers and don’t have a good customer relationship management system. Organisations those are not ethical because they are producing wasteful packaging and solid waste. McDonald have released customers relationship management is very important to retain customers so they have introduced “Plan To Win” strategy to be more environmentally friendly. (Cited in Principles of Marketing by Kotler & Armstrong.)

[bookmark: _Toc4415446][bookmark: _Toc4750750] 3.5 3.5 Organization CRM Systems 
[bookmark: _Toc4415447][bookmark: _Toc4750751]Using examples of organisations from different sectors i.e. retail, service, manufacturing etc. describe the use of ethics and sustainability to improve the quality of the customer relationship management systems.  
Marks and spencer’sspencers is a very ethical organization and carry outs sustainable marketing and also concerned with high quality products and services. M&S are committed as an organization to deliver sustainable value to its shareholders and enhance lives throughout by providing good quality products with high quality food, own brand cloths, and homeware. M&S has built trust with their customers and suppliers been the one of the first retailers to operate directly with suppliers and are always working with their suppliers to provide the best quality, value products and services. 
According to (online M&S 2014 service spotlight)  M&S have satisfaction serves to monitor and analyses customer feedback to develop they products and services. The organization gets an insight from the customers from the call centers by contacting 18,000 customers every week to understand their requirements.
 M&S have launched “PLAN A 2025... This will be in line with their core values, of inspiration, innovation, integrity and touch. Those value influence the way M&S will behave and towards customers and the running of the operation.
Marks and Spenser’s will be maintaining carbon neutrality status for the organization throughout their stores. The organization will be promoting activities and sustainable lifestyles to their customers and employees. Sending zero waste to landfill and running the retail operation more sustainably. In order to be more sustainable Marks and spencers will be thinking about how they constructed, refurbishment and operation of sores, distribution centers etc. Marks and spences  will create a positive culture of innovation on sustainability, embed sustainability and responsibility in products and services. Marks and spencer’s will go far and beyond to provide ethically and sustainable products to customers by operating to a wider supplier chain where the biggest impact occurs. The organization also supports communities and charities. M&S have a positive attitude towards society and want to improve people lives wherever they can by their products and services through touch, in the process of their company process and are committed to zero waste.


[bookmark: _Toc4415448][bookmark: _Toc4750752]3.6 Gaps based around ethics and sustainability 
The organization used for service is Netflix and for retail is Marks & Spencer’s. After identifying the CRM system, on ethic, sustainability and quality in 31 to 3.5, Both organization are very successful in their sector of the market because they both are implementing their ethical values and beliefs through the code of conduct and mission statement. Netflix is culture is famously lenient, Netflix workplace do not stick to rules and they make the environment optimistic. Netflix needs to invest time and money to the community to be more sustainable like Marks and Spencers are using less packing for their products to send zero waste to land field. Marks and Spencer’s supports charities and are very good with employee’s benefits. The organization has a reputation for quality products and services and are always looking to improvements and innovation. M&S have Plan A in process for sustainability implements by 2025. Netflix are only concerned about the electricity usage they use and changing its suppliers to use renewable energy. Marks and Spencer’s as an organization have a very good CRM system and always looking to improve to keep their reputation of quality. Netflix needs to think about ways to improve their sustainability to have the competitive advange in the service sector.. Netflix management and board of directors meet only 4-8 times a year to discuss company issues, they need to meet more oftenly this will help communication issues with ethical sustainably and quality relationship with their customers.











[bookmark: _Toc4750753]4.0 Conclusion
M&S are very value and ethical organization concerned with their organization and taking responsibility of the environment and communities. The organization works together with their employees, no one in the organization works in isolation. Working together and as a team to make decisions and achieve goals and are able to meet targets to be successful towards Plan A 2025. The ortganisation has a positive working culture and the employees are willing to go the extra mile to make a difference. Organisations like M&S have the competitive advantage because of the importance they give their employees .Being a ethical and sustainable organization has retention of customers, great reputation and are successful.
Netflix is more concerned about having only the high performance employees and about innovation to compete with their competitors. In the recent years the organization has relished the importance of responsibility of the environment, and are concentrating in using renewable energy and training and prodding ways to the employees to ne more green minded to help the environment. The organization as a whole is only worried about keeping up to date with technology and how to et the best out of their employees. 
In conclusion, there are many important models and theories which can be implemented in organisation to be successful in in the CRM systems. Using models and theories will give organisations to analyses their positive and negative issues. The report also highlights the importance of managing time and priorities time to work with employees and communities will have a plosive impact on the organization.
 

[bookmark: _Toc4415449][bookmark: _Toc4750754] 5.0 Recommendations

To improve the quality of the CRM systems, Netflix needs to implement Deming and Juran and Crosby Models and theories in their organization, this will help because Deming points out that the importance of management and employee relationship will better the outcome of any work produced.  The organization will be more effective and efficient in the long run. Damming and Juan also pint out the impotent of training and 360 appraisal. 
Juran theories will help Netflix because his suggestion about changing environment to inside and outside will improve motivation of employees. That improves the culture of the workplace which will result in productivity. 
Marks and spencer’s quality of the CRM is very efficient because they give a lot of importance to their employees and their tanning to keep them up to date with their competitors. 
Netflix needs to invest more time on sustainability issues and take responsivity for the environment which will help the community as well as their organization. This gives an competitive edge to the organization. At the moment Netflix are trying to change their suppliers to renewable energy.  Marks and spencer’s are very corned about the sustainability, They are using less and less packing and trying to end zero waste to the land field.  
M&sS is a very ethical organization compared to Netflex, M&S Concerned about their communication with issues inside and outside of their organization. The organization has Plan A in to meet and keep up with innovation.  Netflix on the other hand is more concerned about the profit, and doest want to invest money on training of employees.  
According to Baron A AND Armstrong. “Achieving added value though people” Training helps individual’s behaviour because they become more confident by going to different training programmes which help them to develop the level of skills and knowledge to be able to carry out tasks to work effectively.
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Figure 1
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Figure 2
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