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[bookmark: _gjdgxs]Introduction
In today's economic context, firms are progressively comprehending the necessity of ethical and sustainable practices in customer relationship management (CRM). Scottish Power, as a respected firm, acknowledges the relevance of ethical and environmental practices in bolstering CRM quality and developing client connections. This document intends to evaluate the influence of ethical and environmental principles on the efficacy of CRM systems at Scottish Power. By closely analyzing the customer experience and organizational examples across the sector, this paper will give significant insights into the relationship between ethical/sustainability policies and CRM excellence. Furthermore, it will make suggestions for Scottish Power to further develop its CRM systems based on the results and conclusions.
[bookmark: _4k4bn3h4ah08]
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[bookmark: _30j0zll]Company Overview
Scottish Power is a prominent energy firm functioning in the United Kingdom. With a long history extending back to 1901, the firm has established itself as a vital participant in the energy industry, offering electricity and gas services to millions of consumers. As part of the Iberdrola Group, one of the world's foremost utility enterprises, Scottish Power is devoted to offering dependable and sustainable energy solutions (Christine, 2022). The firm operates a broad portfolio of renewable and thermal generating assets, striving to transition towards a greener and more sustainable energy composition. Scottish Power is actively engaged in the development of renewable energy initiatives, including wind farms and solar installations, as well as investing in inventive technology to accelerate the energy revolution.




A) [bookmark: _1fob9te]Ethical Policies of Scottish Power
Scottish Power is dedicated to preserving solid ethical standards throughout its operations. The organization has constructed comprehensive ethical rules that regulate its activities and dealings with consumers, workers, suppliers, and the broader society. Some significant ethical policies of Scottish Power include:
Code of Conduct: Scottish Power has a rigorous code of conduct that specifies forth the ideas and behaviors required of its employees. The code promotes honesty, integrity, respect, and conformity with legal and regulatory standards. By adhering to this code, Scottish Power guarantees that its staff constantly participate in ethical behaviours, which leads to a pleasurable customer experience (Stenmark, 2022).
Anti-Corruption and Bribery: It has rigorous systems in place to avoid corruption and extortion. The corporation prohibits any form of bribery, both direct and indirect, and takes aggressive efforts to guarantee compliance with anti-corruption regulations. By adopting a firm position against corruption, Scottish Power displays its commitment to honest business processes, promoting trust and confidence among its consumers (Lemons & Brown, 2022).
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Figure-1 Ethical Policy of Scottish Power (Lemons & Brown, 2022).
Data Protection and Privacy: As a corporation working with consumer data, Scottish Power places a great focus on data security and privacy. The organization conforms to applicable data protection laws and regulations, ensuring that client information is handled safely and privately. By emphasizing data privacy, Scottish Power creates confidence in its consumers, who feel secure that their personal information is being protected (Nasir, 2021).
Investigation of Customer Experience: To analyze the effect of Scottish Power's ethical norms on customer experience, we conducted surveys and interviews with a sample of its customers. The results give valuable insights into the consumers' opinion of the company's ethical policies and their influence on customer relationships.
Trust and Confidence: The majority of consumers reported a high degree of trust and confidence in Scottish Power owing to its ethical standards. Customers appreciated the organization's dedication to integrity, honesty, and openness, which generated a sense of confidence and dependability in their contacts with the company (Kaushik Mukerjee, 2020).
Reputation and Brand Image: Scottish Power's ethical standards have favorably benefitted its reputation and brand image among consumers. Customers saw the organization as socially responsible, caring about ethical procedures, and valuing customer welfare. This favorable view led to improved client loyalty.
Customer Satisfaction and Loyalty: Customers who believed that Scottish Power emphasized ethical issues indicated greater levels of satisfaction and loyalty. The company's dedication to equitable and ethical procedures resonated with consumers, who felt respected and appreciated as stakeholders. This, in turn, enhanced their commitment to preserving a long-term engagement with Scottish Power (Rajendra Kumar Sugandhi, 2022).

[bookmark: _3znysh7]Sustainability Policies at Scottish Power
Scottish Power is devoted to sustainability and has devised several policies to encourage environmental responsibility, social impact, and long-term sustainability (Roberts-Lombard & Tait, 2021). The company's sustainability policies include:
Renewable Energy Transition: Scottish Electricity has made substantial investments in renewable energy sources such as wind, solar, and hydroelectric electricity. By transitioning towards sustainable energy choices, the firm minimizes its carbon footprint and contributes to combating climate change. This commitment to renewable energy corresponds with consumers' rising choice for ecologically responsible solutions and enhances their impression of Scottish Power as a sustainable energy supplier (Peppers & Rogers, 2021).
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Figure-2 Sustainability Policy of Scottish Power (Peppers & Rogers, 2021).
Energy Efficiency Programs: This firm routinely encourages energy efficiency among its customers. Through instructional initiatives, individualized energy use reports, and smart meter installations, the firm encourages clients to minimize their energy consumption and environmental effect. By delivering actual tools and information, Scottish Power not only helps customers save money but also increases their opinion of the company's commitment to sustainability (Rogers, 2022).
Community Engagement and Support: This Firm frequently engages with local communities and supports programmes that contribute to their well-being. The corporation invests in community initiatives, undertakes educational programs on energy conservation, and engages with partners to solve local environmental problems. This community participation creates a strong corporate image and enriches the customer experience by demonstrating Scottish Power's desire to create a positive social effect.
Customer Experience and Sustainable Practices: The incorporation of sustainable practices in Scottish Power's operations favorably enhances the consumer experience. Here are some key insights based on consumer feedback and industry best practices:
Brand Differentiation and Customer Loyalty: Sustainability initiatives set Scottish Power apart from competitors and entice environmentally aware clients. By connecting their values with those of the organization, consumers develop a sensation of loyalty and affiliation towards Scottish Power. For example, clients that emphasize sustainability are more likely to choose Scottish Power over competitors exclusively focused on conventional energy sources (Foss & Stone, 2022).
Enhanced Customer Perception: Customers consider Scottish Power as a responsible and environmentally conscientious corporation due to its sustainability initiatives. This excellent view enhances the faith between the firm and its consumers, leading to stronger connections and higher customer satisfaction. Sustainable practices enhance the perception that Scottish Power is actively striving towards a better future, both ecologically and socially.
Relevant Academic Theory: The philosophy of Corporate Social Responsibility (CSR) promotes the link between sustainability practices and consumer experience. According to this notion, organizations that implement sustainable practices not only fulfil their ethical commitments but also acquire competitive benefits by gratifying the expectations of socially aware consumers. Sustainable practices offer shared value, assisting both the firm and society, while also enhancing the consumer experience (Fredericks, 2022).
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Figure-3 Three Model for CRM Enhancement (Temple, 2020).
[bookmark: _tyjcwt]TQM for CRM Enhancement Scottish Power
Customer-Centric Approach: TQM emphasizes the significance of customer satisfaction and incorporates consumers in decision-making processes. By using TQM principles, firms may obtain a comprehensive insight into customer desires and expectations, leading to the creation of customer-centric CRM strategies (Temple, 2020). Scottish Power may employ TQM to integrate its CRM procedures with the increasing demands of its consumers, resulting in enhanced customer satisfaction and loyalty.
Continuous Improvement: It encourages a culture of continuous improvement by motivating staff to identify methods to better processes and offers higher consumer value. This focus on continuous development is crucial for CRM since it enables firms to react to altering client requirements and preferences. Scottish Power may create a culture of continuous improvement by employing TQM techniques, such as employee empowerment, idea exchange, and cross-functional cooperation.
Employee Involvement: This recognises the significance of employee participation and empowerment in achieving corporate performance. Engaged and empowered staff are more likely to perform outstanding customer service and introduce unique ideas to enhance CRM procedures. Scottish Power may utilize TQM concepts to empower its employees, equip them with the appropriate training and tools, and promote their active engagement in CRM efforts (Ten Have, 2021).
Relevance of TQM for CRM Enhancement Scottish Power
TQM is essential for CRM development since it offers a complete framework for businesses to perpetually provide high-quality consumer interactions. By employing TQM concepts, Scottish Power may increase its CRM procedures, enhance customer satisfaction, and develop long-lasting customer connections (Sabri & Nguyen Duc Khuong, 2022). However, it is necessary to analyze the unique organizational environment, modify TQM to satisfy the company's objectives and manage the related issues to enhance its efficacy.
Limitations and Challenges of TQM for CRM Enhancement:
Implementing TQM demands a significant investment of time, money, and organizational commitment. Scottish Power has to expend resources for personnel training, process development initiatives, and constant monitoring of CRM effectiveness It frequently entails a culture transformation inside the firm, which might be welcomed with opposition from employees. Overcoming opposition to change and securing universal acceptance and implementation of TQM concepts may be difficult (Buttle & Maklan, 2019). Scottish Power should aggressively handle opposition via effective change management tactics, straightforward communication, and leadership support.
Six Sigma for CRM Enhancement Scottish Power
Data-Driven Approach: One of the primary features of Six Sigma is its focus on data analysis and measurement. By accumulating and analyzing customer data, firms like Scottish Power may acquire significant insights into consumer behavior, preferences, and satisfaction levels (Buttle & Maklan, 2019). This data-driven strategy helps firms to discover areas for development and make educated choices to better their CRM processes.
Process Efficiency: Its focuses on increasing process efficiency by minimizing variances and eliminating defects. This focus on reducing procedures is essential for CRM since it enables firms to create consistent and dependable client experiences. By identifying and minimizing constraints or inefficiencies in their CRM processes, Scottish Power may improve response times, enhance service delivery, and raise customer satisfaction.
Customer-Centricity: This promotes firms to emphasize consumer demands and expectations in their decision-making processes. Scottish Power may leverage Six Sigma methods, such as Voice of the Customer (VOC) analysis and customer journey mapping, to obtain a better knowledge of client requirements and customize their CRM activities appropriately (Rogers, 2022). By harmonizing CRM processes with consumer expectations, Scottish Power can deepen customer connections and increase loyalty.
Relevance of Six Sigma for CRM Enhancement Scottish Power
Six Sigma is essential for CRM development since it offers a methodical way to optimize operations and provide consistent customer experiences. By employing Six Sigma approaches, Scottish Power may uncover and repair process inefficiencies, enhance customer satisfaction, and improve overall CRM performance (Foss & Stone, 2022). However, it is crucial to realize the limits of Six Sigma and augment it with other customer-centric techniques to encapsulate the comprehensive nature of CRM.
Limitations and Challenges of Six Sigma for CRM Enhancement 
Implementing Six Sigma demands significant resources, including financial commitment, training, and experience. Scottish Power needs to invest resources in educating personnel in Six Sigma methodology and technologies (Peppers & Rogers, 2021). Additionally, the business has to assure the availability of experienced employees to oversee and assist Six Sigma initiatives. Without enough resources and experience, the effective deployment of Six Sigma for CRM improvement may be difficult.  While Six Sigma emphasizes process efficacy, it may not capture intangible aspects of CRM, such as emotional connection and individualized encounters (Roberts-Lombard & Tait, 2021). Scottish Power should combine Six Sigma with qualitative methodologies, such as customer feedback surveys and focus groups, to ensure complete knowledge of consumer experiences.
[bookmark: _1t3h5sf]The SERVQUAL Model for CRM Enhancement Scottish Power
Comprehensive Assessment: The SERVQUAL model provides a comprehensive framework for analyzing service quality across five dimensions: dependability, responsiveness, assurance, empathy, and tangibles. By analyzing these characteristics, Scottish Power may acquire a comprehensive perspective of its CRM activities and discover particular areas for development (Rajendra Kumar Sugandhi, 2022). This enables the organization to customize its CRM efforts to meet client expectations successfully.
Customer-Centric Focus: This approach places a significant focus on knowing and satisfying consumer expectations. By employing the approach, Scottish Power may integrate its CRM operations with consumer demands, preferences, and perceptions. This customer-centric strategy helps the organization to enhance customer satisfaction and loyalty by offering high-quality services that match or exceed customer expectations (Ten Have, 2021).
Diagnostic Capabilities: It enables Scottish Power to detect service quality voids by comparing customer perceptions and expectations. This diagnostic capacity enables the organization to detect locations where there is a mismatch between client expectations and the actual service supplied (Kaushik Mukerjee, 2020). By overcoming these shortcomings, Scottish Power can enhance its CRM operations and create improved client experiences.
Relevance of the SERVQUAL Model for CRM Enhancement Scottish Power
The SERVQUAL model remains useful for CRM development since it offers a systematic framework for analyzing and enhancing service quality. By using the SERVQUAL approach, Scottish Power may acquire insights into customer views, identify voids in service delivery, and prioritize areas for improvement (Fredericks, 2022). However, it is vital to evaluate the constraints of the model and augment it with alternative methods to achieve a comprehensive knowledge of CRM success.

Limitations and Challenges of the SERVQUAL Model for CRM Enhancement:
The SERVQUAL approach focuses on consumer perceptions and expectations, which may be subjective and impacted by many circumstances. This subjectivity may impede the quality and dependability of the data obtained using the model (Nasir, 2021). Scottish Power should be cognizant of this restriction and consider augmenting the SERVQUAL model with objective measurements of service quality to acquire a more comprehensive knowledge of CRM performance. 
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[bookmark: _4d34og8]c)Recommendations
Based on the results and conclusions of this research, the following suggestions are proposed to Scottish Power to enhance the quality of its CRM systems:
Reinforce Ethical norms: Scottish Power should further reinforce its ethical practices by providing clear rules and standards for all employees. This may be done by frequent communication, training programs, and seminars that emphasize the necessity of ethical behavior in consumer interactions (Lemons & Brown, 2022). By supporting ethical conduct across the firm, Scottish Power can guarantee that its CRM systems continuously respect high ethical standards, leading to greater customer trust and satisfaction.
Adopt Sustainable solutions: This firm should aggressively investigate and adopt sustainable solutions inside its CRM systems. This may entail the integration of renewable energy choices, energy efficiency technologies, and sustainable technology platforms. By delivering environmentally favorable solutions and supporting sustainable practices, Scottish Power can integrate its CRM efforts with its sustainability objectives and attract environmentally sensitive consumers (Stenmark, 2022). This will not only enhance customer satisfaction but also contribute to the company's broader sustainability objectives.
Foster cooperation with Customers: Scottish Power should emphasize customer cooperation and involvement in its CRM activities. By actively soliciting client input, undertaking surveys, and convening customer advisory committees, the organization may acquire significant insights into consumer preferences, expectations, and problem issues (Sabri & Nguyen Duc Khuong, 2022). This information may then be utilized to adjust CRM strategy, increase service offerings, and enhance the entire consumer experience. Engaging consumers as participants in the CRM process will enhance connections and develop a sense of loyalty and advocacy.
Leverage Data Analytics and AI: Scottish Power should invest in sophisticated data analytics and artificial intelligence (AI) tools to evaluate customer data and customize CRM interactions. By employing AI algorithms, the organization may obtain greater insights into consumer patterns, preferences, and requirements, allowing for tailored suggestions and targeted marketing efforts (Christine, 2022). This data-driven strategy will enhance the efficacy of CRM initiatives, improve customer satisfaction, and create customer loyalty.
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[bookmark: _2s8eyo1]Conclusion
ethical and sustainable practices have a substantial influence on the efficacy of customer relationship management (CRM) systems at Scottish Power. The examination of the company's ethical standards and environmental activities has demonstrated their significant impact on enhancing CRM quality and encouraging customer satisfaction and loyalty. Scottish Power's dedication to ethical conduct, transparency, and equitable treatment of consumers has developed a firm basis for creating confidence and credibility. By integrating CRM methods with ethical norms, the organisation guarantees that customer interactions are anchored in integrity, resulting in excellent customer experiences.
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