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Executive Summary 

The investigation that will be carried out within this report will showcase a clear and detailed understanding of three key concepts: ethics, sustainability and quality. Additionally, the magnification, application and evaluation of theories and models that are relevant to the chosen organisations will identify areas that focus on the management of customer relations. The conclusion of the report states the importance of the concepts in action along with the issues that have been ignored     
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This report has been requested by the lecturer, Maria Heffernan, from the University of Wales Trinity Saint David, on the 6th of March 2019. It has been compiled by Mosamaa Marjana Khatun. The purpose of the report is to critically evaluate the impact that quality processes have upon customer relationship management. The main problem faced during the compiling the report was the effective management of time. The report submission date is the 29th of March 2019.  
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The purpose of this report is to gather a clear understanding of why ethics, sustainability and quality are important features within a business context. There will be two sections; the first task will aim to critically evaluate the definitions of each term followed by the discussion of their significance in an organisational context. This section will also briefly discuss models and theories, such as, the approach of utilitarianism from the theory of consequentialism, the three dimensions of sustainable development and Deming’s fourteen point theory.

Furthermore, the purpose if task two is to critically analyse and discuss the importance of ethics and sustainability held within an organisation along with the overall impact each have on customer relationship management. (Kumar & Reinartz, 2018 & Buttle, 2009). The ethical and sustainable developments that improve quality in CRM systems will be assessed which alternating sectors of business; Body Shop, (retail) and National Grid, (energy). Each process will be presented with the application and evaluation of a theory and model. Ethics will be analysed using the principles within the Utilitarianism approach, (Mills, 1863), and sustainability will be assessed with the application of the three dimensions of sustainable development. Lastly, there will be a brief evaluation and discussion of any ethical and sustainable issues that are prominent in both organisation CRM systems.
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The plural, ethics, is labelled as the philosophical study of morality. (Deigh, 2010).  It explains the management of an activity along with individual behaviour and how each are influenced and governed by moral principles. (Dutelle, 2011). A quote expressed by Foster, (2003) specifies the activity of ethics as the “reputation that defines who one is and what one stands for in the eyes of others”. Furthermore, it urges the investigation of outstanding options and assists in addressing each through fundamental enquiries in order to accomplish an understanding of what is deemed to be valuable, consistent and finally, correct within the nature of the conditions in question. (Dutelle and Taylor, 2011; Shaw, (2007); Oxford university press, 2019; & The ethics centre, 2019). 
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The study of business ethics concentrates on the moral rights and wrongs within a company's activities, situations and decisions. These are constituted to evaluate the moral principles, not only of the individual, (employees and managers), but the organisation as a whole, as well as their surroundings. (Shaw and Barry, 2015). Furthermore, it ensures employees and other stakeholders with the opportunity to adequately be rewarded for their hard work that is relevant to the business. In addition, business ethics cover a vast array of business types, ranging from commercial businesses to charities.  (Crane and Matten, 2016). 
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The inauguration of an able and active foundation that tackles situations and decisions that are viewed as challenging should be shadowed by theories that question and contemplate procedures for the benefit of the individual and the organisation. (Learning theories, 2019). The impartial closure of issues are usually aided by the distinction between three levels of theories; meta - ethics, described and normative ethics. (MacCloskey, 2012 & Payne, 2017).  

Meta-ethics refers to the intrinsic nature of ethics, it is deemed to interpret moral psychology, language and ontology within analysis. This level of theory aggravates the societal norms that individuals, personally, elect to follow. (Fisher, 2014; Dutelle, 2011; MacCloskey, 2012). Secondly, descriptive ethics is the consideration of the beliefs of the individual which relate to morality. (Frey & Wellman, 2008, Dutelle, 2011, MacCloskey, 2012).  Lastly, normative ethics are in place to investigate and defend the underlying moral principles of the individual and organisation. In result, the rightness and wrongness of actions are enhanced. There are numerous theories that are in relation within this level, examples are; virtue ethics, consequentialism and deontology. (Kagan, 2018; Dutelle, 2011, MacCloskey, 2012).     

Utilitarianism is an approach within consequentialism, it includes a thorough evaluation of the good and bad produced by a company in the present time and is beneficial for all affected. The assessment of happiness relies upon theories of intrinsic value. Mill, (1863), believed that ‘acts’ should be compelled to understand, definitively, all moral right or wrongs. (Mill, 1863; Lazari -Radek & Singer, 2017: Schofield, 2006). 
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The sustainability approach is operated to facilitate in the balance of economic growth and development within an institution, relationship or practice. To avert anticipated downfalls, needs must be fulfilled within economic wellbeing, cultural creativity and interests, social empowerment, and ecological health. (Worthington & Britton, 2003 & Thiele, 2013).
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Corporate social responsibility is a systematic procedure that assists in the growth of all businesses through the integration of economic and social concerns, (Landrum, 2018; Visser, 2011; Jamil & Keshishian, 2009; Eweje, 2014), along with communication with stakeholders. Crowther & Seifi (2018). Additionally, the vehicle will aim to be ethical and abide by the law. (Carroll, 1999.) Finally, the concept of CSR is deemed a success as sustainable and balanced development is being achieved within the developing and developed world. (Weber, et al, 2014; Carroll, 1999; Jamil & Keshishian, 2009; Eweje, 2014).
Sustainable development is prevalently known as a societal-level construct that does not disregard the demands of the future generations’ ability when negotiating the needs of the current generation. The salvation of numerous issues are prioritised within variant organisations wherein corporate social responsibilities are also exaggerated. This process is assisted by the application of ‘the three dimensions of sustainability’. fig.1. (Machado & Davin, 2016; World commission on environment and development, 1987, Landrum, 2018; Cavagnaro & Curiel, 2017) 

Figure.1. the three dimensions of sustainable development.


















The independence of each element is illustrated as three rings that are labelled; environmental protection, economic growth and equitable social progress. It is imperative that all components are assessed simultaneously. (Williams, 2007). 
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A strategic and generic definition of quality was stated by Henry Ford which reads; “Quality means doing it right when no-one is looking”. (Rooney, 2018) 

[bookmark: _Toc4759669]Quality in organisations 

The concept of quality within an organisations is straightforward when variant words are associated with it, for example; quality of products and quality of services. Management are urged to embed quality in all areas that can precipitate a decline in the company, therefore creating a positive lead to the notion of performance excellence. The overall goal is to pursue and enhance quality as an ongoing process in order to satisfy, exceed and meet the needs of customers and other stakeholders. (Evans, 2008 & Rooney, 2018)
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The management of quality is a technique that was developed and extended to assist in the advancement of organisations. Multiple ‘gurus’ made substantial contributions through their ideology implemented within theories, models and philosophies. Pioneers and their theories include; Kaoru Ishikawa - fishbone diagram, Joseph Juran’s - quality route map, Armand V. Feigenbaum - total quality control and W. Edwards Deming - fourteen points. This set a foundation for systematic methods that focussed solely upon quality management.  (Neyestani, 2017; Bedford, 2002; Kiran, 2016).    

If transformations is desired, organisations must educate themselves on the knowledge surrounding Deming’s fourteen points. The application of the theory in performance management is proven to be beneficial. It ensures the growth of productivity, quality and the competitive position of the company.  (Deming et al, 2018; Aguayo, 1991; Mulder, (2017).
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Customer relationship management is a process that assists in the selection and attraction of a demographic that is specific to an organisation. CRM systems allow the evaluation and application of ethical, sustainable and qualitative theories that facilitate in understanding how to stay ahead of competitors whilst accommodating to all customer needs. (Kumar & Reinartz, 2018 & Buttle, 2009).

[bookmark: _Toc4759673]Ethics in CRM

Management and other senior leaders are encouraged to acquire the knowledge of the company's ethical infrastructure, such as issues and decisions, along with the visions and values and associate them with alternative functions, such as CRM, by the creation of a link. Customer relations within an organisation are defined by the critical assessment and standards of ethics and values. (Sims, 2017 & Barry et al, 2008). Furthermore, it is believed that the operation of ethical frameworks and integrity, from management, assists in the accolade of positive customer and stakeholder feedback. The encouragement of ethical behaviour and the sharing of knowledge allows threats to be discussed and diminished at an early stage. (Keoillor, 2007). 
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Organisations amalgamate the three dimensions of sustainability in order to address the uncommon branches within CRM systems. This process assists in continually regulating relevant business plans and magnifies a contrast from competitors. The ultimate goal of the process is to attract customers who are sustainably conscious and to gather and understanding of their needs through adequate CRM processes in core areas. (Muller, 2014; Ruhwinkel, 2013; McIntyre, 2013).

An example of a sustainability - oriented individual is a green consumer. This individual purchases product and services that are influenced by the concerns and commitments of the environment. (Shrum et al. 1995; Peattie 1995; Chen, 2010; Muller, 2014).

[bookmark: _Toc4759675]Quality in CRM 

Organizations are known to ingrain quality in CRM systems to target and tackle areas in which there are possible chances of deterioration. Superiors contemplate ensuring continuous processes and systems that provide customers with a voice to assist in bettering value and perfecting high quality of all services and products for their demographic. (Evans, 2008; Rooney, 2018; Rai, 2012). Companies assess and apply various quality management tools in hope to improve efficiency within processes and ultimately increase profitability. (Neyestani, 2017; Bedford, 2002; Kiran, 2016).An example is Edward Deming’s fourteen points. These principles of management assist in making quality improvements to the workplace. (Deming et al, 2018; Aguayo, 1991; Mulder, 2017)

[bookmark: _Toc4759676]Is The Body Shop ethical? 

[bookmark: _Toc4759677]Good/ Rightful ethics

A previous affiliation with voluntary organisations, stakeholders, similar organisations and trade unions resulted in, (through collective efforts), the management and development of an ethical trade programme. The ‘Ethical trade initiative’ that was co-founded in 1998. The aim is to ensure that workers continually feel prioritised, secure, safe and happy. (The Body Shop international limited, 2019). 

Trading is focused solely upon suppliers that meet ethical trade standards, the body shop currently work with one hundred and twenty suppliers. It assists in the prevention of exploitation and instils a fair code of practice to ensure that workplace conditions are of high standards. Examples surround; hygiene and safety, wage, work hours, the prevention of discrimination, regular employment, and more. Lastly, training and education are offered. In result, the current statistics of the organisation shows the employment of thirty thousand individuals within twenty six international countries. (The Body Shop international limited, 2019 & Ethical training initiative, 2019). 

In addition to successful ethics, the body shop, under new management, has recently started a global “forever against animal testing” campaign with the help of customers and Cruelty free international, (2019). The aim is to educate countries worldwide that ‘non-animal’ testing is highly efficient and beneficial. (The Body Shop international limited, 2019 & Rose, 2018). 

[bookmark: _Toc4759678]Is Body Shop sustainable? 

The application of the three dimensions applied below. An important form of environmental sustainability is magnified by the priority given to naturally sourced product ingredients that are harvested and maintained in protected forests. Body shop are aiming to grow their knowledge and use of additional natural areas from areas of biodiversity.  Furthermore, the promotion of social sustainability through the employment of economically vulnerable people, through the programme of community trade, allows opportunity and growth in developing countries. Additionally, the support provided by volunteers have helped the local and international communities feel enriched. Individuals are gaining personal satisfaction for being able to aid the needy as well as promoting the organisation. 

Lastly, economical sustainability is expressed in many targets stated in the plans to “Enrich not exploit” project. Examples that are eye appealing are the aim to decrease fossil fuel in packaging, introduce one hundred percent renewable carbon balanced energy into stores and  finally, to ensure that a further one hundred percent of the natural ingredients are traceable, sustainable and protected by the year 2020.  (Enrich not exploit sustainability report, 2017; Holder, 2017; The Body Shop international limited, 2019; Rose, 2018).

In conclusion, the application of an ethical approach and sustainable development model helped identify distinctive factors. Firstly, there is evidence that The Body Shop does not target a specific demographic but aims to please all whether it be gender, age or even religion.  Also, the current generation are more ethically aware therefore the introduction of the “forever against animal testing” campaign not only attracts potential customers and stakeholders, but builds brand loyalty. CRM projects the importance of customers need to tackle animal abuse, which is statistically and rapidly being diminished in multiple cosmetic fields. (Enrich not exploit sustainability report, 2017; Holder, 2017; The Body Shop international limited, 2019; Rose, 2018).
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Sustainable Development









Environmental







· 21 areas of biodiversity being assessed for organisational use of natural sustainable ingredients t

· 4  environmental footprint reduced  in stores 

· 70% of natural ingredients traced back to their country of origin

· 8,000 forests of naturally sourced ingredients re protected and maintained

· 41.4 million square meters of land protected through world bio bridges mission housing new species of 800 orang-utans 

· 55% packaging is now fossil fuel free and growing 

· 3%  decrease in energy  








Economical 


· 12,450 economically vulnerable people employed with help of community trade programme

· 75,521 volunteer hours provided to enrich local communities, and products 

· 95% body shop websites publish inform environmental footprints of products frequently 

· Forever against animal testing campaign 

· Ethical Trade initiative 

Social
· 3000 plus stores in 68 countries
 
· 12,450 Economically vulnerable people employed through community trade programme

· 5% improvement in the environmental score of all products 

· “Enrich our people, enrich our products, enrich our planet” by 2020

· 3 percent less energy used 
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[bookmark: _Toc4759681]Good/ Rightful ethics

National Grid is reported as a global leader in the standards of ethical business practices. The organisation has received the ‘world's most ethical company’ award eight times. The role of employees function is to convert natural gas networks and electricity into more resilient energy which is cleaner and smarter. The percentage of the decline in greenhouse gas emissions is growing. (National Grid, 2019; National Grid, 2017; Gershion & Pettigrew, 2017).

The company’s ‘code of ethical business conduct’ administers a convenient and effective understanding of the expected behaviour from all employees as well as guidelines for the actions in policy areas that are crucial.  Staff responsibility, management and decisions should not fall short of the proposed standards. The value, “Do the right thing and find a better way”, underpins company decisions and proposed ideas on a daily basis. The vision is to emphasise trust and exceed the assumptions of customers, communities and, shareholders. (National Grid, 2019; National Grid, 2017; Gershion & Pettigrew, 2017).
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Sustainable Development





Environmental





· The legal requirements of the job

· The reduction of impact on the environment as  

· Environment management systems and innovation to improve performance

· Honesty about mishaps

· The prioritisation of hospitality for customers, vendors and suppliers 






















· The wellbeing of employees

· Political awareness

· Public safety 

· support charitable, civic and community organisations at global, national and local levels
 
· Volunteering and investment sponsorships given

Social
· Climate commitment

· Reduce GHG emissions

· Reduce carbon through design

· Connect low energy sources

· Reduce greenhouse gas emissions by 80% by 2050

· Stay above competitors

Economical 


As mentioned in the model, environmental sustainability within National Grid is showcased most prominently in the legal requirements of the job, which is to safely transform electricity and gas. Additionally, alternative ways to reduce impact upon the environment are studied through training programmes and employee handbooks. Moreover, social sustainability can be exemplified in the influence of time management that employees receive, the company aims to aid individuals in the work setting as well as outside. Finally, an example of economical sustainability is the ‘climate commitment’. It presents outlines and targets that aim to tackle and reduce areas such as GHG emissions and the greenhouse gasses by eighty percent before 2050. (National Grid, 2019; National Grid, 2017; Gershion & Pettigrew, 2017)

The quality and impact of the organisation and how it connects to its customers and stakeholders can be magnified in the repetition of awards achieved due to their role in society. The sustainable development model helped define factors that can be stabilized or worked upon, such as the prioritisation and time given to all employees. If employees are happy the organisation will carry on functioning to the highest standards.  (National Grid, 2019; National Grid, 2017; Gershion & Pettigrew, 2017)
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[bookmark: _Toc4759685]The Body Shop 
The Body Shop promotes a precise understanding of the targets and roles when analysed thoroughly. The previous analysis does not discourage the understanding that the organisation is positively gaining customer attraction and attention. On the other hand, there are some issues and objectives that have the potential to turn into a threat, failure and decrease quality of products and services. The first example is, advertising, although this is a well-known brand there is not any knowledge on the development of campaigns and programmes (mentioned earlier) national or internationally. If the organisation is to promote social sustainability the quality of promotion should be unique and appeal to the wider demographic. The Body Shop international limited, 2019 & Ethical training initiative, 2019). 

In addition, an economical factor that turn away customers even if natural resources and ingredients are magnified, is the purchase price. This is an ongoing issue within this sector and should be concerning as competition such as, Boots, can manufacture similar products with natural ingredients more frequently and for an affordable price. If Body Shop could expand their range customers will have a clearer understanding of environmentally and economically beneficial products and services. Therefore customers will spend capital due to profitable trends, new ingredients and environment knowledge. The Body Shop international limited, 2019 & Ethical training initiative, 2019). 

Moreover, another issue that is magnified is the legislation of countries that trade natural products for the organisation. If a problem were to occur, operations could be impacted on heavily. Finally, body shop is currently focussing a lot on environmental ethics, this can result in the loss of focus upon the core business which is cosmetics. This in result may turn away loyal and existing customers. (The Body Shop international limited, 2019 & Ethical training initiative, 2019). 

[bookmark: _Toc4759686]National Grid 
The first issue of quality that can be discussed is the organisational functions dependent upon weather conditions. Fluctuations in weather can affect the impact of operations and result in the loss of customers as well finance. Secondly, similar to The Body Shop, if society are not targeted and informed using platforms such as social media or the news, a loss of desire will be prevalent within the product and service within high target communities. An additional threat can be seen in the application of various liability laws within different countries - National grid could be exposed to changes in policies. Furthermore the rise in the use of raw materials can decrease profitability simultaneously with the irregular supply of new products and imitation products will make the profits waver. (Fern Fort University, 2019; National Grid 2019; National Grid, 2017). 



[bookmark: _Toc4759687]Conclusion 

The definition of the terms; ethics, sustainability and quality magnified the importance each hold within an organisation. For example, it is important that business ethics assess decisions, situations and activities before reaching a moral judgement on the “rights and wrongs” of a scenario. (Shaw and Barry, 2015). Secondly, the societal - level construct of sustainable development is deemed prevalent after the analysis of environmental, economic and social sustainability. (Machado & Davin, 2016; World commission on environment and development, 1987, Landrum, 2018; Cavagnaro & Curiel, 2017). Lastly the management of quality can easily be assessed by the application of theories provided by multiple gurus, (Neyestani, 2017; Bedford, 2002; Kiran, 2016).

In addition, the thorough understanding and the impact of the three terms within customer relationship management helped in the straight word analysis of The Body Shop and National Grid. The application of Mills, (1863) theory and the three dimensions of sustainable development model magnified areas within each organisation that were not previously visible or understood. Lastly a brief analysis of the potential sustainable and ethical issues discussed expressed that an organisation can portray itself to be untouchable in alternating sectors but there will always be an issue found. 



[bookmark: _Toc4759688]Recommendations

Organisations are advised to assess and evaluate all ethical theories as it will offer a better understanding of an approach that can continually be utilised. Secondly, the judgement of alternative quality theories such as Juran’s nine points can help gather a wider knowledge and a better awareness of proposed routes to be taken.
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