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Executive Summary.
This report has been compiled to understand the impact CRM systems have in organizations. The report identifies the importance of ethical behaviour and sustainability within the customer relationship environment within organisations. It further critically examines different models to measure and improve quality in CRM. There also recommendations and conclusion for future development.
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1.0 Terms of refence

The editor of customer relations requested this report in December 2019. The purpose of the report is for the author to demonstrate a critical understanding the benefit of this report is to understand the ethical and sustainable quality process in different organisations and manufacturing sectors. The researcher Kayleigh Owens has compiled this report to be submitted on 01/12/2019. 

2.0 Procedure.
The researcher has used textbooks and website to gather information to compile this report.
3.0 Findings.
3.1 Ethics.
Definition - At its simplest, ethics is a system of moral principles. They affect how people make decisions and lead their lives.
Ethics is concerned with what is good for individuals and society and is also described as moral philosophy.
The term is derived from the Greek word ethos which can mean custom, habit, character or disposition.
Ethics covers the following dilemmas:
· how to live a good life
· our rights and responsibilities
· the language of right and wrong
· moral decisions - what is good and bad?
Our concepts of ethics have been derived from religions, philosophies and cultures. They infuse debates on topics like abortion, human rights and professional conduct. (Bbc.co.uk. 2019).
 
Ethics is a philosophy which address issues related to the concept of right and wrong, a set of values or morals. In Business ethics studying appropriate business policies and procedures and understanding potentially controversial subjects in vital. Corporate governance, trading, bribery, discrimination, corporate social responsibility, and fiduciary responsibilities. The law often guides business ethics, but at other times business ethics provide a basic guideline that businesses can choose to follow to gain public approval. (Investopedia. 2019). There are three ethical theories that could be described as the science behind ethical reasoning.
1. Utilitarian ethics 
The concept of this ethical theory “the greatest good for the greatest number.”
“Millennials will use utilitarian reasoning to avoid confrontation and achieve consensus.”
There are some disadvantages to this ethical theory, it's not possible to determine the outcome of the decision, by making a decision to benefit the majority of employees could have adverse effects on an organisation.
(Media, W. 2019).
2. Deontological ethics
The first great philosopher to define deontological principles was Immanuel Kant, the 18th-century German founder of critical philosophy. (Encyclopedia Britannica. Kant 
Kant thought that it was possible to develop a moral system by using reason.
If people were to think in a philosophically way, Kant believed they would realise that there were some moral laws and people would have to obey simply because they were rational, and this would apply to any rational beings in any universe that might ever exist.
 Deontological ethics action is considered morally good because of some characteristic of the action itself. Deontological ethics holds some acts are morally obligation. Someone who follows Duty-based ethics should do the right thing, even if that produces more harm (or less good) than doing the wrong thing. Under this form of ethics, you can't justify an action by showing that it produced good consequences, which is why it's sometimes called 'non-Consequentialist'. (Bbc.co.uk. 2019).

3. Virtue ethics
Virtue ethics is one of the approaches in normative ethics. It is initially identified as the one that emphasizes the virtues or moral, in contrast to the approach that emphasizes duties and rules. (Plato.stanford.edu. (2019). According to Aristotle, by honing virtuous habits, people will likely make the right choice when faced with ethical challenges. (Ethics Unwrapped. (2019).
Please see appendices 1 for a chart.
Different organisations in different sectors will have different ethical behaviour for example:
In the manufacturing industry Tata Steel believes in adopting best practices in terms of corporate governance for continued growth and development. The company conducts all aspects of its business with full transparency and accountability.
The Tata Steel Group has a great reputation as a fair and caring employer and respects all human rights. The Tata Code of Conduct stipulates that all employees have a personal responsibility to help preserve the human rights of everyone at work and in the wider community. 
“Ethical behaviour is intrinsic to the way we conduct our business and is part of our legacy from the founder of the Tata Group, Jamsetji Tata, who believed that business must operate in a way that respects the rights of all its stakeholders and creates an overall benefit for society.” (Tatasteeleurope.com. (2019)
Tata Steel share five morals and values with their 580,000 employees around the world.
1. Pioneering: be bold and agile, courageously taking on challenges, using deep customer insight to develop innovative solutions.
2. Responsibility: be responsible and responsive to the countries, communities and environments in which the company works, always ensuring that what comes from the people goes back to the people many times over. 
3. Excellence: constantly strive to achieve the highest possible standards in day-to-day work and in the quality of the goods and services the company provides.
4. Unity: work cohesively with colleagues across the group and with customers and partners around the world, building strong relationships based on tolerance, understanding and mutual cooperation.
5. Integrity: conduct business fairly, with honesty and transparency. Everything the company does must stand the test of public scrutiny.


3.2 Sustainability.
The definition of sustainability originated with the Brundtland Report in 1987, it describes sustainable development without affecting the conditions for future generations. (Myclimate.org. (2019). There are three key parts to the Brundtland Report which are fundamental for sustainable development, environmental protection, economic growth and social equity. (Sustainabledevelopment2015.org. (2019).
Sustainability focuses on meeting the needs of the present without compromising the ability of future generations to meet their needs. The concept of sustainabilityis composed of three pillars: economic, environmental, and social—also known informally as profits, planet, and people. (Investopedia. (2019). Sustainability is the ability to be maintained at a certain rate or level in economic growth.
· Sustainability focuses on meeting people's needs, without compromising future generations to meet their needs.
· Companies who commit to sustainability can make investors wary. Although the optics can be beneficial to share price, investors worry about companies being transparent with their earnings results.
· Big brands often make pledges to sustainability, but it often takes a long time to achieve sustainability goals.
We here the term sustainability often, it is used to measure goals and business plans.
Please see appendices 2 for a diagram.
Tata Steel pride themselves on being a sustainable business, producing and manufacturing green products. Using advanced steel grades and products help enable sustainable product design.
“Steel for a sustainable future
Steel is an essential material, intrinsic to our way of life and to the products society will demand in a sustainable future. Steel is a uniquely sustainable material because once made, it can be used, as steel, for ever.” (Tatasteeleurope.com. (2019). 
Home Bargains is fast becoming a large name with over 500 discount stores in the UK, with plans to expand to over 1000 stores within the next five years. Founded in 1976 by Tom Morris in Liverpool as Home and Bargain. It is the trading name of TJ Morris Ltd, stocking up to 4,000 branded product lines, and employs over 17,000 people from head office staff to warehouse and shop staff.
T. J. Morris Limited pride themselves on acting fairly and ethically. Their reputation is built on core values of the organisation and the employees, their committed to acting responsibly and with integrity.
As a business they have a zero-tolerance approach to corruption, Modern day Slavery and human trafficking.
Home bargains Modern Slavery Statement sets out their approach to Modern Slavery and human trafficking risks related to the organisation and the steps taken to ensure that there is no Modern Slavery and human trafficking in their business and supply chains.
The Business Ethics Policy sets out the approach to conducting ethical and responsible business in the markets within which the organisation operates.
They take full responsibilities and a robust approach, Home Bargains are committed to conducing the business in a fair and ethical manner, in accordance with the principles of preventing Modern Slavery and human trafficking. (Corporate.homebargains.co.uk. 2019).

3.3 Quality.
The definition of quality is meeting customers' expectations of a product or service. In manufacturing, a measure of excellence or a state of being free from defects, deficiencies and significant variations. It is brought about by strict and consistent commitment to certain standards that achieve uniformity of a product in order to satisfy specific customer or user requirements. (BusinessDictionary.com. (2019).
"Quality has been defined as fundamentally relational:  'Quality is the process of building and sustaining relationships by assessing, anticipating, and fulfilling stated and implied needs.' (Qualitydigest.com. (2019).
A fishbone diagram also known as Ishikawa diagram is a tool that will help identify potential problems. The technique was published in 1990 by professor Kaoru Ishikawa, "Introduction to Quality Control."(mindtools.com 2019). Please find an example in appendices 3 of a fishbone diagram. 

3.4 Impact on CRM Systems.
CRM system is the software that is designed to give organisations a clear insight of their customer's needs, wants and desires. By collecting data, the organisation can improve communication and relationships with their customers.
Monitoring the CRM system will allow management to gain a detailed view of their customers and an insight into the organisations sales and marketing process.
Research shows, that improved customer experience drives growth by increasing loyalty. (Surveypal. (2018).
CRM systems have a positive impact on the sales process in any organisation, the information gathered is crucial this will anticipate the customer's needs making them happy. Collecting all the data from the CRM system and customers feedback will give the organisation an insight into any problems they may face and improve the service the organisation delivers.
For any organization, implementing a CRM system is a serious challenge, because it brings about changes that are happening on all levels and involve every employee. To have a successful CRM strategy means that the organisation will need to define how their work processes will change, what steps are necessary at each implementation stage, what the organisation wants to achieve and how they're going to measure goals, and how CRM is going to complement the business development plan.

SIM consists of 4 different phases which take a customer from the requirements specification to the final solution in the most efficient way possible.
[image: ]
· Identify: The seller’s phase where you find out what the customer’s needs are. You can also perform a Pre-Solution Evaluation to get a clear image on what the needs are.
· Initiate: The project leader’s phase where everything is planned, down to smallest details.
· Design: This is where the solution is being built based on the customer’s processes and needs. This phase always results in a prototype presentation before proceeding with the project.
· Implement: This is where you implement the solution based on the design phase. (Superoffice.2019)


4.0 Conclusion.
CRM implementation requires commitment and cooperation from every individual in the organisation, for a CRM system to transform the way an organisation run and do business. By achieving full support from all employees this will increase sales and customer satisfaction will improve. Change is never easy but if you set out clearly the organisations project scope and goals all employees will have a clearly defined understanding of what the organisation is working towards and the end results achieved.
5.0 Recommendations.

6.0 Appendices.
1. 
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2.
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3.
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