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[bookmark: _Toc67592038]Introduction
The ethical policy of the organization determines the right and wrong activities for the betterment of the customers. The broadband companies also follow some ethical policies which impact significantly on customer experiences. The report will deal with the four tasks based on ethical policy and quality of service of the broadband companies in the UK. The first task will deal with the ethical policy of the three broadband companies in the UK and their impacts on the customers (Timber, 2016). The components of the ethical policies will also be analyzed for understanding the ethical contexts of the companies. The second task will discuss the sustainability policies of three broadband companies where the components of sustainability will also be included. The third task will analyze the quality of the service and its components with a detailed analysis of three theories that will increase customer relationship with the organization. In the final task, some recommendations will be provided for further improvement in the service of the broadband companies. The report has been prepared considering the Sky Broadband, Virgin Media and BT companies throughout the analysis. 
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[bookmark: _Toc67592039]1. Ethical policy of three broadband services and the impacts of its on the customer experience
Ethics is a part of the business and every business organization has ethical policies which significantly impact the customer experiences regarding the use of organizational products. Some business ethics components determine the ethical behaviour of the organization. 
[bookmark: _Toc67592040]Definition of ethics and its components
Ethics is a branch of philosophy that deals with the determination of right and wrong at an individual or organizational level. Ethics is a moral principle or code of conduct by which an individual or organization will determine his behaviour in society. For example, an unsafe working environment will be considered unethical and it is dangerous for the health of employees (Roger, 2017). There are several components of the business ethics on which the business organization conducts their business properly and achieve customer reliability and these are given below:-
The honesty and trustworthiness is the most important component of business ethics as the business organization ensures the honesty in the business operation and achieve trustworthiness among the customers and other stakeholders. Trust can be achieved when the business organizations provide the required goods and services to the customers and ensure quality and efficiency. In customer integrity, it is ensured that the organization is honest and fair with the customers. The company never tells any lie and cheats with the customers regarding goods and service. To maintain such ethics the organization also hires people with integrity with the customers (Mascarenhas, 2019). For example, if the employees give any false commitment and then deny giving back value to customers then it will be against integrity. There must have public accountability for the service and goods provided by the organization. If any products or service cause harm to the people then the business organization must take responsibility for that product for the safety of the customers. For example, Samsung once declared to take back its galaxy series mobile phone as it is claimed that the mobile phone has heat and burning issue. This has been done on the ethics of public accountability. Fairness and social responsibility mean the business must be fair and equal in terms of treating customers and employees. Any discrimination is against business ethics. Every business organization has value and code of conduct which is followed by the business organization for ensuring the working criteria of the employees. The working criteria must not be against business ethics.
[bookmark: _Toc67592041]Ethical policies of three broadband services and their impacts on the customers
There are several broadband companies in the UK such as Sky Broadband, Virgin Media, Vodafone, BT, Zen Internet etc. They have distinctive ethical policies and principles which significantly impact the customers and their relationship.
[bookmark: _Toc67592042]The ethical policies of three broadband services
The ethical policies of Sky broadband, Virgin Media and BT will be analyzed below:-
[bookmark: _Toc66356317]Table 1: Ethical policies of three broadband companies
	Companies
	Ethical policies

	Sky Broadband
	The Sky broadband follows the net neutrality and maximization of speed policy where the customers are given equal speed for all and there is no discrimination. There is no peak time in terms of network speed and the company ensures that every subscriber is receiving the same speed. The data protection policy of sky is that the company will ensure high protection of customer data no agency including government will be able to get any customer data (Potts and Matuszewski, 2016). The company has an equal compensation policy for the employees and ensures a healthy and safe environment for the employees as well as for the visitors. The company has the policy of unlimited data offer where customers will get unlimited data after crossing a certain level of data consumption. 

	Virgin Media
	The ethical policy of speed and neutrality of Virgin media is that the company has a variety of speed which means it provides different types of speed in terms of subscription fees and loads of traffic. The company also a policy of respect for the customers and that's why the company has a complaining department that receives all the complaints from the customers. The company follows a whistleblowing policy which means the whistleblower will be protected if any significant mismanagement is disclosed. The security and privacy policy of the Virgin media is that the company will not disclose information to anyone except the government just for national security and interest.

	BT
	The company has a special package policy for the speed and use of the internet for the customers. The customers will get speedy internet for a certain amount of money. There is no unlimited offer for the customers to ensure an ethical policy of justice for all the customers. The customers who pay more will be discriminated against by the low payer customers. The data security policy of BT is strong where the company can’t collect and use any data of the customers and the risk of disclosing data is zero (Drewitt, 2019). The company has the policy of auditing financial statement through double companies and ensures fairness in the record keeping. The company has an ethical policy regarding conflict of interest where the company always focuses on the existing organizational policy of resolving within organization policy. It promises to give a high quality of service and value to the organization. The company provides a special package for a low price on a special occasion for all the customers.


[bookmark: _Toc67592043]The impact of ethical policies on the customers
The ethical policies of three major broadband services of the UK have significant impacts on the customers. The perception of the customers regarding any company largely depends on the ethical behaviour and operation of the company. The belief, satisfaction of the customer increases if the company can achieve trust by its operation. The customers can build a relationship with the organization when they are delivered promised service. For example, BT has the best method of customer privacy and data security and this has given customer belief and trust in the company. The customers will leave the organizations if they think that they are created by the company. The customers will hardly subscribe to such a company (Davis, 2018). When a company has a complaining department and customers get the instant solution than their service satisfaction increases. The customer relationship develops when the customers can get quality service from the organization. The loyalty of the customers also increases if companies like BT and Sky can ensure quality service and privacy of data. For example, the customers of BT and Sky are most loyal in terms of using service for a long time. The customers tend to get services from those companies which ensure fair management and auditing. For example, BT has a double auditing system that eliminates fraudulent. The customers feel justified when there is a division of network speed and data quality in terms of subscription fees like Virgin media. 
[bookmark: _Toc67592044]2. Sustainability policies of the broadband companies and their impacts on the customers
Now the world is going toward sustainable development and the safety of the earth and environment is prioritized heavily across the world. The broadband companies are also following some sustainability policies which impact the customers profoundly.
[bookmark: _Toc67592045]Discussion of sustainability and its components 
Sustainability means meeting their own needs without compromising the ability of future generations to meet their own needs. In the business world, sustainability is the operation of business functions without impacting the environment negatively. Business organizations perform several business activities which may hamper the environment (Zimmerli, 2019). For example, the carbon emission of the organization deteriorates the ozone layer and the environment. There are some components of sustainability in the environment. These are analyzed below:-
Sustainability has four major components by which sustainability can be achieved and the components are human, economic, social and environmental components. These are also known as the four pillars of sustainability. The theory of sustainability published by Felix Ekardt in 2016 also supports these four components of sustainability. The initial theory of Three Column Conception’ presented at the Rio Conference 1992 had three components where human development was absent and now human development has been included.
Social sustainability can be achieved when the society has social justice, diversity and equality. The implementation of law and justice can ensure human rights and anti-discrimination in society. The people of the society should also be encouraged to ensure social sustainability. Human development is also necessary for sustainability and the development of human capital can be ensured through investments in the health and education system which will increase knowledge, skills and the human capital can be used in many companies with efficiency (Stanwick and Stanwick, 2019). The development of human capital will support the efforts of the organization in the achievement of sustainability. Economic sustainability can be ensured through the reduction of poverty and long term economic growth. The company must follow the long term growth overlooking short term profitability.  The economic gap between people must be reduced to ensure sustainable economic ability in society. The environment is the most important component in sustainability and the reduction of environmental pollution, carbon emission and the increasing of proper utilization of natural resources must be developed for sustainability. 
[bookmark: _Toc67592046]Analysis of sustainability policies of three broadband services and their impacts on the customers
Broadband service companies also follow some sustainability policies for ensuring a better future for the world. They take different initiatives for implementing those policies. Sky broadband, Virgin Media and BT are some major broadband companies in the UK. Their sustainability policies are given below:-
[bookmark: _Toc66356318]Table 2: Sustainability policies of three broadband companies
	Companies
	Sustainability policies

	Sky Broadband
	The main sustainability policy of the company is to ensure zero carbon emission by the activities of the company. The company has a policy of investing more than 25% on technologies that reduce carbon emission. The company has also partnered with Oxford University regarding the environmental impact of broadband transmission (Mathias, 2020). The company has the policy of forward-looking where the long term goals are focused on overlooking short term profitability. The company is encouraging the preservation of the environment and forestation through broadband media service. The company has a policy of going paperless by 2025 in office work. The customers can also take every service without physical visiting in the organization. 

	Virgin Media
	The sustainability policies of Virgin media are also remarkable for enhancing environmental protection. The organization also aims at reducing carbon emission. The organization has a flexible working policy where more than 6600 employees are working from their homes and this has reduced unnecessary carbon emission through travelling (Hoffman, Frederick and Schwartz, 2017). Virgin Media is the only broadband organization that has an environment complaints department which collects complaints about the activities of the organization which degrades the environment. The organization has focused on the recycling of its metal products and the paperless use of organizational functions. The organization has a video conferencing system for avoiding unnecessary travelling. The organization also encourages its customers and suppliers to increase forestation and reduction of environmental pollution. Virgin Media has a partnership with Singapore National University on the research of the environmental impact of internet service providing company.

	BT
	The company decides to reduce carbon and reuse the materials where the wastage can be reduced. The company has decided to reduce carbon emission to zero by 2026 when the organization will also reduce travelling and unnecessary pollution. The company has structure and building which support sustainability through the minimum impact on the environment (Kolb, 2018). The organization discusses the environmental issues in the training programs and with other organizations which are specialized in dealing with the environment. The procurement policy is highly environment friendly where the procurement is accomplished who have excellent environmental performance. The organization also focuses on a stable level of economic and business growth where economic sustainability can be achieved. The organization has training programs on the development of skills of using natural resources prudently where human development is ensured.


People around the world are now environmentally conscious and they like to see other organizations are also conscious regarding environmental issues and climate change. The customers of broadband companies are increasing rapidly and during the lockdown, the number has been increased significantly. The customers will choose those organizations which are highly conscious regarding global warming and environmental pollution. Customer loyalty increases for those organizations (Dunphy and Benn, 2018). A recent survey shows that more than 73% of customers choose the products and service of those organizations which have effective sustainability policy. The customers also become happy being part of such an organization. The customers are also encouraged to take part in the preservation of the environment. The customers can also take legal actions if any violation of the legislation of the environment takes place. When an organization follows sustainability then the cost of the organization reduces and then the company can provide premium service at a reasonable cost and the customers become more satisfied with the policy. For example, Virgin Media has a flexible working environment and video conferencing for reducing the cost of travelling and this helps them provides high-speed internet. 
[bookmark: _Toc67592047]3. Discussion on three quality models of improving customer relationship management 
The organizations try to ensure the best quality of goods and service and there are different elements which determine the quality of the goods and service. The quality also increases customer relationship with the organization.
[bookmark: _Toc67592048]Definition of quality and its components
Quality means the total activities of an organization to meet the needs of the customers through the products and service. Quality is the features and characteristics of a product that can satisfy the customers (Berenbeim, 2014). For example, the feature of Sky Broadband is the speed of the network which satisfies the customer needs of high data transmission rate. The quality of the products and services is ensured when the components of the quality work together. There are several components of quality and these are analyzed below:-
There are mainly four components of quality to provide desired goods and service to the customers. The internet supply companies also ensure these four components to generate quality services. Quality planning starts with the demand and needs of the customers. A market survey can be conducted to know the needs of customers and provide service accordingly. For example, during lockdown people needed high-speed unlimited internet package and the broadband companies decided to provide such many special packages. The next component is quality assurance where the company ensures that the mistakes are reduced during manufacturing as well as delivery of the goods. The customer perception and satisfaction regarding the products increases when a company can minimize defects and mistakes. For example, broadband companies ensure interrupted and stable internet connection and speed for all the customers for ensuring the quality of the service (Berenbeim, 2020). Sky broadband has special technologies for ensuring such service. Quality control is also a component of the quality where the organizations review the quality of the service. For example, Virgin Media has an inspection department that controls the quality of the service. Quality improvement is the continuous process of improving the quality of service from the previous quality. The monitoring and inspection team always find out the problems and take the necessary steps so that better service can be provided. For example, BT recently develops a technology that will provide the constant speed of data transmission during any natural disaster. This has helped the organization improve its quality to the next level. 
[bookmark: _Toc67592049]Analysis of three quality models for improving customer relationship management
Customer relationship management is a process of interacting with the customers for building quality relation. The customer relationship is developed when the organization provides goods and services required by the customers and the companies ensure quality service. The quality of the service and goods can be improved by three models and theories and this results in improved customer relationship. The models are the Total Quality Management model, Six sigma model and 
[bookmark: _Toc67592050]Total Quality Management model (TQM)
Total quality management is a process of reducing, eliminating errors in different levels of production, supplying goods and service. The error can be occurred for many reasons and identifying those errors and take the necessary steps are required to improve the quality of the service. The total quality management models help the organization improves the quality of the products and service by enhancing improved organizational practice. For example, the BT broadband company focuses on the internal improvement of employees so that they can reduce error at the time of providing service. This model suggests that all the employees must participate in the organizational process so that quality and innovation can be increased. The continuous improvement process satisfies the customers and the customers can rely on the service of the companies which follow such models and the customer relationship is developed. The model also encourages focusing on the customer and their needs and thus the interaction increases and customer relationship increases (Fernando, 2016).  The TQM model emphasizes fact-based decision making where the customer needs and demands are focused which increases customer relationship with the companies. For example, the R&D of Sky Media always conducts market research for getting updated information about the customers and their problems. In this communication, the customer-company relationship is developed. 
[bookmark: _Toc67592051]Crosby’s Theory of Total Quality Management
The Crosby has proposed fourteen points on the quality improvement where there are four absolutes for the quality management in the organization. The four absolutes are given below:-
The quality must be defined for maintaining the quality requirement. The focus should be made on the prevention for achieving quality. Zero defects for the performance standards must be set. Price of nonconformity should be used for the measurement of quality.The theorist also believes that the fourteen points can improve the quality and those points are discussed below:-
The management must show total commitment regarding quality. The quality improvement team should be formulated. The metrics for quality improvement should be developed. The cost of the quality management needs to be shown and their contribution to quality should also be shown. The supervisions need to be trained appropriately. The employees should be allowed to fix the problems. Zero defect committee is required. The employees and workers should be given proper knowledge regarding quality management. The achievement of zero defects needs to be demonstrated. Scheduled goals must be formed. The root cause of errors must be defined and erased from the beginning. The employees need to be given incentives to keep them motivated. The quality council must hold regular meetings. The process must be repeated from the beginning. 
[bookmark: _Toc67592052]Six Sigma Model of quality improvement
The Six Sigma is a quality control model developed by Motorola in 1986. Six Sigma is a data-driven process of reducing or eliminating defects. There are some sequences of steps such as reduction of process cycle time, reduction of pollution, reduction of cost, an increase of customer satisfaction and profit of the organization. 
The quality of the products and service is accomplished for meeting the demand of the customers through the continuous process of development and elimination of defects in the service and delivery of the service. The customers become highly satisfied when they find that the company is continuously improving its service and customers are getting high-quality service, then the loyalty is created. Then the customer relationship is improved. The six sigma-models focus on the defects of the service and through this process, the customers' problems are solved and new technologies can be developed. When customers get their solution with minimum defects in the service then they try to be more connected with the organization (Mishra and Rani, 2018). Under this model, the voices of the customers are heard and the communication is increased. As Six Sigma models help reduces the cost of the service with premium service the customers are highly attracted and their loyalty as well as relationship is developed. When an organization has less cost and more profit then it can also provide quality service to the customers. There are many organizations like BT, Sky Broadband and Virgin Media apply this model for ensuring quality service with improved customer relationship. 
[bookmark: _Toc67592053]Joseph Juran’s Theory 
The quality trilogy is mostly known for Joseph Juran where the quality trilogy is quality planning, quality improvement and quality control. According to Juran, there are ten steps of improving quality and these are given below:-
The needs and opportunities for improvement must be developed. There are many opportunities around the organization and those must be grabbed for ensuring quality of the service. The goals must be set for achieving quality. The efforts must be organized to achieve the goals.  The employees must be given required training. The organization must initialize the projects. The progress of the projects must be monitored. The employee performance and efforts must be recognized. The results must be reported. The authority must track the improvement for further responses.  The process must be repeated from the beginning. 
[bookmark: _Toc67592054]Lean Management theory
Lean management is also a concept of improving the quality of the service through a continuous improvement process where the refining products and service is focused and waste is reduced which also reduce the cost of the products. 
The customers are mainly focused on the learn management theory where the value of the products and demand of the customers are analyzed and service is provided accordingly. In this case, the BT Company conducts a market survey and communicates with the customers to know their specifications for the data package and thus the communication is increased. When the company gives importance to the needs and demands of the customers and develops products accordingly then customer satisfaction increases. In this model, the value stream is defined that means the activities which derive values are identified and improved (Hoffman, Frederick and Schwartz, 2017). The companies try to reduce unnecessary process which increases efficiency and customers can get service instantly. For example, Sky Broadband eliminated the official complaining process to enhance the solution to the customers and now customer relationship has been developed. When unnecessary steps are eliminated the remaining steps are run smoothly and the necessary steps are taken so that customers can get the required service smoothly. In this many data transmission, companies use cross-functional method to increase efficiency and increase customer relationship. The organizations which have inventory can minimize the level of inventory to reduce unnecessary cost and waste of the goods and service. This step ensures the optimum level of inventory for the customers so that the company can never be in a shortage of inventory. Thus all these steps pave the way for achieving perfection in delivering services to the customers and when all the employees strive to the reduction of waste then perfection is possible and the customers become highly satisfied with their service.

[bookmark: _Toc67592055]Conclusion
The use of the internet has been drastically increased in society and the use of the internet is considered a development tool for increasing social interaction and exchange of information. The use of the internet is facilitated by the many broadband companies such as Sky Broadband, Virgin Media and BT Company. The companies have some ethical policies regarding various issues. The ethical policies vary from company to company. For example, Virgin Media will collect the user information but will not disclose it to any parties while BT will not store any user personal information as well as disclose the information. The ethical policies in terms of data transmission and data packaging also vary from company to company. The broadband companies also have sustainability policies which ensure the protection of the environment for future generation (Timber, 2016). For example, the Sky Broadband Company has decided to ensure zero carbon emission by 2025 while Virgin Media has 6600 employees working from home for reducing carbon and BT has a target to reduce carbon to zero by 2026. The quality of the service is maintained by following three theories and models mainly by broadband companies and the Total Quality Management model is highly used where the continuous development of the products is emphasized while the six sigma model and lean management theory deals with the reduction of errors and defects to increase customer relationship. 



[bookmark: _Toc67592056]Recommendations
Sky Broadband, Virgin Media and BT companies are some of the most competitive companies in the UK in providing broadband service. Still, there are some scopes of improvement in providing quality service as well as operating sustainable business functions. After analyzing different perspectives of the organizations, some recommendations are provided below:-
· Organizations must increase the privacy and security of the personal information of the customers. Virgin Media must ensure that it will not disclose to anyone. In this case, they should employ expert employees.
· The broadband companies especially Sky Broadband should introduce customize a package of data and Virgin Media should increase data transmission speed for quality broadband service. 
· The broadband companies should increase investment in sustainable development and technologies.
· Sky Broadband must introduce flexible working facilities for quickening reduction of carbon emission.
· Virgin Media should set a target of carbon-free business operation. 
· Sky Broadband must conduct market survey properly before implementing quality management theories and models. 
· The companies must have a social media presence for taking customer complaints and provide solutions instantly. 
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