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[bookmark: _Toc13196073]Executive Summary
This report illustrates how organisations are impacted by integrating ethics, sustainability and quality into their CRM system. Furthermore, this report describes and analyses the potential benefits and drawbacks made by these integrations and offers methods into resolving them.
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1.0 [bookmark: _Toc13196075]Terms of Reference
This report was requested by the editor of Customer Relations, an online journal. It is to be completed and published by the 5th of June 2019. Researcher number 1710290 was asked to contribute towards a research the company’s editor is investigating. The overall study is to find out the benefits of engaging in ethical trading and building sustainable resources to the customer relationship and the possible impact organisations’ quality systems may have on the customer relationship. The researcher’s first duty is to investigate customers experience, when dealing with ethical and sustainability policy company. The second duty is to provide a critical literature review on how companies may improve their customer relationship management using CRM models and theories. Lastly, the reporter needs to draw a conclusion on the impact of ethical and sustainability policies on the quality of CRM in organisations and offer suggestions if any gaps were to arise. 


2.0 [bookmark: _Toc13196076]Procedure
This section includes the sources of information used in compiling this report:
[bookmark: _Toc13196077]2.1 Books, Journals and Websites


3.0 [bookmark: _Toc13196078]Findings
3.1 [bookmark: _Toc13196079]Ethics
According to an online dictionary, ethics can be defined as “Moral principles that govern a person's behaviour or the conducting of an activity” (Lexico, 2019). With moral it is knowing the right and wrong behaviour or action towards something (Lexico, 2019). That being said the above quote is trying to imply that ethics is the behaviour of a person, good or bad when conducting an experiment or activity. 
3.1.1 [bookmark: _Toc13196080]Ethics in Business
Business ethics is a type of applied ethics or professional ethics that examines ethical principles and moral or ethical issues that may occur in a company setting. It refers to all elements of company behaviour and is applicable to the behaviour of people and organisations. These morals are based on people, statements of the organization or the legal system. The principles that guide a company are these norms, values, ethical, and unethical procedures. They assist these companies to have a stronger relationship with their stakeholders (BusinessCaseStudies, 2019; Twin, 2019). This just goes to show that business ethics provides a base on which behaviour, decision making, and actions of employees and employers that are needed in order to be ethical in their perspective.
3.1.2 [bookmark: _Toc13196081]Business Ethics Example
At Joseph’s Institute of Exemplary Leadership & Business Ethics, a company which aids others set the stepping stone of ethics into their business, has set the following twelve principals for their business executives: honesty, integrity, promise-keeping & trustworthiness, loyalty, fairness, concern for others, respect for others, law abiding, commitment to excellence, leadership, reputation and morale and lastly accountability (JosephsonOnBusinessEthics, 2015). By following these guided principals, the company and executives make it easier for others to place their trust in them, gains good publicity and many other positive benefits. 
3.2 [bookmark: _Toc13196082]Sustainability
Mentioning Investopedia, an online site dealing with educating the public about different business factors, sustainability is defined as the “focus on meeting the needs of the present without compromising the ability of future generations to meet their needs” (Grant & Kenton, 2019). So, what this quote is trying to imply is that sustainability is the actions, procedures or planning taken in order to preserve something for the short term and the long term. The same site also mentions “The concept of sustainability is composed of three pillars: economic, environmental, and social” (Grant & Kenton, 2019). With the above statement in mind, the later quote suggests in business terms sustainability is the perseverance of the world, social status and profit.
3.2.1 [bookmark: _Toc13196083]How Sustainability Works with Company Examples
Sustainability promotes companies to frame choices in terms of years and decades rather than on the income report for the next quarter and consider more variables than just the profit or loss concerned. Usually, a business will issue and work towards sustainability objectives. The objectives are often reasonable like reducing emissions by 5 percent, for instance — so that they can call themselves "green" or "sustainable" when the company achieves its sustainability marks (Greenblatt, 2018). This goes to suggest not sustainability goals don’t have to be just profit but social and environmental too and setting goals for the longevity of these outcomes is what sustainability really is. 
3.3 [bookmark: _Toc13196084]Quality
The Oxford dictionary mentions quality as “the standard of something as measured against other things of a similar kind; the degree of excellence of something” (Lexico, 2019). This quote is trying to imply that quality is how good something is, in the terms of other similar actions or items. The same source addresses quality in an example mentioning “these colleges provide a better quality of education” (Lexico, 2019), broken down it is trying to say that other colleges, educate people in a better way through having better quality.
3.3.1 [bookmark: _Toc13196085]Quality in Business
Tutor2u, an online education site defines quality in business as “meeting the needs and expectations of customers” (Riley, 2019). When mentioning “needs” it could be quite diverse, such needs may include:
· Good design – looks and style.
· Good functionality – it does the job well.
· Reliable – acceptable level of breakdowns or failure
· Consistency.
· Durable – lasts as long as it should.
· Good after sales service.
· Value for money.
The source then elaborates how quality can be measured through:
· Customer loyalty as they return, make repeat buying and recommend the service or product to others.
· Brand reputation for good quality.
· Retailers would want to stock the product.
· Less returns or replacements leading to reduced costs.
· Attracting and retaining good staff.
These points help support the marketing gap for a business. But a company must consistently work hard to maintain such quality as a small negative report can damage a brand entirely (Riley, 2019). This paraphrase indicates quality in business can be quite diverse, not only would a company need to address the basic needs, they would also require a means of maintaining it to. Furthermore, quality is an aspect that can be measured through the record of the various suggestions presented above. 
3.3.2 [bookmark: _Toc13196086]Joseph Juran Quality Management Theory
Joseph Juran a Romanian man who studied in America, was the founder of Juran Institute. This institute was created in the hopes of raising awareness of joseph’s ideologies. By 1980’s America was becoming aware of how important quality is to a company and thus Juran became one of the leading speakers and consultant of such topic. Juran put a lot of emphasis on the human aspect of quality management and in doing so discovered what is known today as the Quality Trilogy (Vliet, 2012).
3.3.2.1 [bookmark: _Toc13196087] Quality Trilogy
The Quality Trilogy consists of sections, which together form the ideal quality. These segments firstly include Quality Planning, then Quality Management (or Control) and lastly Quality Implementation (or Improvement). From these Juan further identified a nine-step route map into achieving these sections (Clayton, 2014).
3.3.2.1.1 [bookmark: _Toc13196088]Quality Planning
This includes identifying the type of clients being targeted, identifying their requirements, and creating products that meet their requirements.
1 “Identify your customers” (Clayton, 2014).
2 “Determine their needs”  (Clayton, 2014).
3 “Translate their needs into your own language”  (Clayton, 2014).
3.3.2.1.2 [bookmark: _Toc13196089]Quality Management
Develop and optimize a method for creating the item.
4 “Develop a product that meets their needs”  (Clayton, 2014).
5 “Optimise the product to your own needs too”  (Clayton, 2014).
6 “Develop a process that can create the product”  (Clayton, 2014).
3.3.2.1.3 [bookmark: _Toc13196090]Quality Implementation
Under minimal inspection, create a method that can work.
7 “Optimise the process”  (Clayton, 2014).
8 “Prove the process works under operational conditions”  (Clayton, 2014).
9 “Operationalise the process”  (Clayton, 2014).
3.4 [bookmark: _Toc13196091]Ethics, Sustainability and Qualities Impact on The CRM System
Before analysing if ethics, sustainability and qualities contribution towards a CRM System, the question arises what is a CRM System? How is it used? And why would a company use this system?
3.4.1 [bookmark: _Toc13196092]CRM System 
CRM stands for Customer Relationship Management; it is an approach to managing the interaction of a company with existing and potential clients. It utilizes client history data analysis with a company to enhance business interactions with clients, concentrating specifically on customer retention and eventually driving development in revenues (SalesForce, 2019). This paraphrase goes to show CRM System is a way of saving customer data and interacting with them through messages, emails or personal login and promoting offers and incentives. 
3.4.1.1 [bookmark: _Toc13196093] CRM System – Loyalty Ladder Example
The concept is to push the prospect to the stage where there is a partner along the loyalty ladder. Marketing operations promote external customer interactions. As the customer goes along the loyalty ladder, there will be direct signs and measurement of the outcomes between the marketer and the client (MarketingTeacher, 2014). As this goes it is all about turning a prospect user into an advocate user through the use of communication and incentive method (see 6.0 Appendices Figure 1 for further detail).
3.4.1.2 [bookmark: _Toc13196094] CRM System – Tesco Example
Tesco plc is by far the most effective business in terms of relationship advertising in the United Kingdom. There are several reasons for this, including loyalty programs, constantly adding value at each client touchpoint, and making it hard for clients to effectively end the relationship. The Tesco Clubcard is labelled its loyalty scheme or loyalty program. The card is scanned whenever a transaction occurs. So, information is ' registered ' from each client and listed in the company’s vast database. Based on Tesco's understanding of other clients, clients are sent coupons that are heavily linked to their purchasing habits. They are provided cash-off coupons for gasoline as they leave the till after payment so the customer can fill their vehicle when leaving. This always adds value to the client experience. Since a British customer is now heading for a Tesco village to do their weekly shopping, swapping to another shop or going back to shopping in smaller stores is hard. It's hard to break the connection (Fleming, 2019; MarketingTeacher, 2014). Consumers are essentially committed to a brand that has significance in terms of a product, service, solution or experience. Through this Tesco’s Loyalty Ladder scheme retains its customers by making them an advocate user and increased profit with the cost of a small expense, customers inevitably spend more making use of these given discounts.
3.4.2 [bookmark: _Toc13196095]Ethics in CRM System
When using a CRM system, the two major issues regarding this scheme are the privacy of the client and the precision of the collected data.
3.4.2.1 [bookmark: _Toc13196096] Collecting Customer Data
Ethical businesses guarantee that sensitive data such as credit card numbers or addresses is gathered in a safe setting and safely transferred back to databases. It is also critical to check the identity of the client and the precision of the information presented during the data collection process (Markgraf, 2017). High security is expensive but ethically essential for these tasks.
3.4.2.2 [bookmark: _Toc13196097] Storing CRM Data
Once client information in a business database is secure, ethical businesses adhere to four storage principles. Data is collected only with the customer's consent. Customers must be able to view their information, either modify their information or request that it be altered. Customers may withdraw from the program and such withdrawal will erase their information (Markgraf, 2017). The ethics behind these values is that information gathered rightfully belongs to the customer.
3.4.3 [bookmark: _Toc13196098]Sustainability in CRM System
Some companies integrate sustainability into their CRM system. Some companies choose to do so as it promotes sustainable business growth. The following is a list of reason how and why CRM system in sales companies are associated with sustainable business growth.
3.4.3.1 [bookmark: _Toc13196099] Enables Businesses to Follow Up on Each Lead
A CRM system allows a company to monitor every possible lead that comes into touch –both online and offline. Following each lead on the CRM database provides your marketing team a chance to nurture relationships and ultimately transform into loyal clients (Mansoor, 2017). With powerful sales department relationships as well as present and potential clients, companies are more likely to be able to achieve sustainable growth.
3.4.3.2 [bookmark: _Toc13196100] Provides A Better Analytical View of Individual Clients
A CRM system provides a single data source for sales and marketing teams that can be used to provide helpful customer information. A contact report on CRMs can provide comprehensive data on a lead point in the sales pipeline, contact date, demographics, channel or source, and other significant data to sales and marketing executives (Mansoor, 2017). This data can be used to define new networking possibilities, near new leads, and detect sales funnel weak spots.
3.4.4 [bookmark: _Toc13196101]Quality in CRM System
Companies integrate quality into their CRM system as a means of reassurance. With quality theories and models in place, a company could check if the data collected is correct and relevant. Do they have all the information required and if the system placed is working efficiently as needed (Marincic, 2018). Quality allows data to be collected accurately and completely.
3.5 [bookmark: _Toc13196102]Organisations CRM System
Companies can use ethics and sustainability to ensure the quality of CRM system used. A few good examples of this usage are Sainsburys and Hilton. Both companies differ in many ways, one being a retail organisation, the other providing accommodation and hospitality. Although the two are different, one thing they hold in common is that they both have solid CRM system, which considers ethics and sustainability to gather quality data for their systems.
3.5.1 [bookmark: _Toc13196103]Sainsburys Nectar 
Sainsbury's is revising its Nectar loyalty scheme, making it for the first moment digitally led and app-based, and moving benefits away from being based on how much is spent but rather reward clients for selecting Sainsbury's more frequently. Like the Tesco Clubcard, nectar points are awarded after a transaction, allowing customers to gather and use them for a discount later. The app also lets customers view and manage how much points they have gathered, but not only that, the app also offers suggestions taken from previous viewed or bought items (Hammett, 2018). With this scheme Sainsburys psychologically makes people want to shop more frequently in stores or online and with the benefit of data gathering, Sainsburys can segment clients and target them more individually. However, this CRM scheme comes at a price, how can Sainsburys maintain trust with all these gathered data and is this scheme sustainable?
3.5.1.1 [bookmark: _Toc13196104] Sainsburys Teradata and Aimia
Sainsburys have managed to replace its existing Oracle data warehouse with a 7 TB NCR Teradata scheme to promote NCR's fresh Teradata Customer Relationship Management (CRM) Solution Version 4 implementation. The Teradata CRM Solution and data warehouse will allow Sainsburys to drive more focused and personalized messages and eventually enhance business-wide decision making. Sainsburys also enlisted Aimia's assistance in running a campaign that sent personalized emails to clients and offered a tailor-made mobile app that boosted sales and visits (MyCustomer, 2001; MarketingWeek, 2018). With Teradata and Aimia in place Sainsburys offered its customers security, quality data gathering reassurance, significant emails of promotions and targeted quality ads to aid in sales. All these great perks, Sainsburys sustainability was guaranteed, with gathered data ever expanding, quality becomes easier to maintain and planning for the future becomes relaxed.
3.5.2 [bookmark: _Toc13196105]Hilton OnQ
OnQ is the IT core of a 15-years-old approach for Hilton Customer Relationship Management (CRM). The approach is based on the concept that staff with a clearer concept of who clients are and what their previous experiences with Hilton were can constantly improve their approach. The scheme is designed to meet the preferences of clients, speed up their check-in process, and in the future Hilton may be able to sell extra value-added products such as theatre tickets depending on the accessibility of shows and guest concerns. This system also tells them who not to invest time in (Leff, 2004). This system allows staff to determine the loyalty of the customers, through regular visits the staffing team would recognise them more. The ethics behind this system is does work better in many ways as customers have a better understanding of rewards and collected data through one to one conversation. Quality data can be collected as human to human interaction provides more information than a purchase history suggestion. Sustainability has also worked well as they have done so for 15 years. With quality in check, Hiltons OnQ CRM system has boosted sales and maintained a good income throughout the years.
3.6 [bookmark: _Toc13196106]CRM System Gaps Based on Ethics and Sustainability
The main gaps arising from ethical CRM is the data being gathered, stored, destroyed properly, editable, correctness and customer consent. The gathered data should be specific, as gathering irrelevant data would not be ethical and would be branded as “stalking”. Where the data is stored could pose a major gap if it were to be stolen or lost and violates ethical practice. On request customers should be given control to request and if stated data to be erased from the system, as holding others information and denying control would be unethical. Lastly before data gathering, attain customer consent, make gathered data visible to the client and allow editing in the course of incorrect information, as fabricating results is seen as immoral practice and that to without consent is just completely unethical (TechWalla, 2019; Halloway, 2017).
Looking at this report the main disadvantages for sustainable CRM company is more workload as staff would require following up leads. Time consuming as more communication would be needed between the sales and marketing team to maintain sustainable an a more complex amount of data of clients, making it hard to find relevant information at needed time (Mansoor, 2017).
4.0 [bookmark: _Toc13196107]Conclusion
Business Ethics is knowing the moral right and wrong activity or even that may happen in a business environment. Sustainability is the actions, procedures or planning taken in order to preserve something for the short term and the long term. Quality in business can be quite diverse, not only would a company need to address the basic needs, they would also require a means of maintaining it to. Furthermore, quality is an aspect that can be measured. The CRM System is a way of saving customer data and interacting with them through messages, emails or personal login and promoting offers and incentives. Applying Ethics, sustainability and quality into a CRM system could greatly benefit from it, as far as Sainsburys and Hilton are aware both companies have benefited from these three factors. However, application of these factors may come with a few difficulties, but the potential benefit far outweighs the negatives.
5.0 [bookmark: _Toc13196108]Recommendation
For a company looking to integrate a more ethical approach to their CRM system, looking at the gaps it is advised to consider the following:
· Gain consent to the gathering of data, not just with small prints, but a curtsy call regarding the matter.
· Invest in a data compiling program that is secure, organisable and editable.
· Data gathered to be relevant.
· Customers should be allowed full visibility of information gathered.
For a company looking to integrate a more sustainable approach to their CRM system, looking at the gaps it is advised to consider the following:
· Better staff training and selection will greatly improve the workload.
· Invest in good form of communication between sales and marketing, or even integrate both aspects through further development training.
· Apply an organising tool to store data in the correct areas and be easily searchable.
[bookmark: _Toc13196109]6.0 Appendices
[bookmark: _Toc13196110]Figure 1: 
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