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Executive Summary
The reason of this report is to investigate the ethical behaves and sustainable performances of organisations also, a critical evaluation of their impact on quality of customer relationship management system. Online social network “Facebook” and retail supermarket “Tesco” are used for research purpose and their various information’s also been used for clarifying the gaps of customer relationship management. To propose an effective report, author had many primary and secondary research for own knowledge and critical evaluation. The author had a wide range of study and research about related topics like, text books, journals and websites. 
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1.0 Terms of Reference
1.1 The report has been requested on 6/03/2019 by Maria Heffernan the Chief Executive Officer of Marketing from student (number-1705165) to be submitted on 29/03/2019. The report covers the understanding and knowledge of critical evaluation of the impact ‘quality’ processes have on customer relationship management.

2.0 Procedure 
2.1 Ethics and sustainability policies of two organisations were researched and analysis to understand its impact on quality of CRM system. Two organisations, Facebook and Tesco’s ethical behaviour and sustainable performance were analysed to identify the gaps of quality in CRM system. To complete the report, textbooks, journals and websites were read and analysed to compile this report. 




















3.0 Findings
3.1 Ethics:
Humans are intended to express own thoughts which are moral principles that govern a person's behaviour or the conducting of an activity. The moral principles are disciplined thoughts to create a situation of making decision. This is a psychological concept of every human’s brain to observe or gauge that, the elements are expected or not. This kind of situations are creating a moment to think about psychological benefits and needs in order of ethics. Ethics is based on well-founded standards of right and wrong. (Manuel Velasquez, 2010). This ethical behaviour of people is certainly drive by psychological hierarchy of needs.
People makes their ethical decision through the product information’s and quality which must be appropriate for the price. Chris Megone and Simon Robinson (2002) quoted “Business ethics is certainly a branch of philosophy “ (Robinson, 2002, p. 1). The philosophy of business ethics is more important than business itself. Before businesses became internationally, ethics was accountable because organisation used to serve a small amount people or community. Now, businesses are speared all around the world and ethics are less accountable. Ethical behaviour tends to be good for business and involves demonstrating respect for key moral principles that include honesty, fairness, equality, dignity and individual rights.
The innovation and management can only impress its customers to adopt their ethics to make decision. For example, iPhone was the first smartphone on the market innovated by Apple and most successful because of their service, quality, safety and working condition even it was very high priced on that time. There are a number of ethical issues business people must consider about employee working conditions. (Morley, 2019). Like, organisation must be aware of employee’s safety of working environment or if they have compensated employees for all the time they have worked and must to ensure the equal pay for genders. Business people and employee’s must be considering the ethical issues in relationship with their supplier and customers. When dealing with customers or clients, business people must ensure that they use their information correctly, do not falsely advertise a product or service, and do not intentionally do sub-standard work. (Morley, 2019).
Wrongly informed, falsely advertised or poor quality will affect customers ethical behaviours or damage their faith. It happens especially in family run small business where everybody is in equal position. Most commonly there are no mission statement, values or code of conduct. Interaction with peers and supervision can alert the performance responsibilities with upload professional standard. signed acknowledgement forms from employees that indicate they received and understand the workplace ethics policy. (Mayhew, 2019). 




3.2 Sustainability:
Sustainability in business is an endless agenda to continue. Sustainability is the management and co-ordination of environmental, social and financial demands and concerns to ensure responsible, ethical and ongoing success. (Rouse, 2013). Sustainability of a business is based on three pillars which are environmental, social and economic. In business world, they are sometime referred to as the triple bottom line. This is a different concept from the traditional bottom line, which evaluates all efforts in terms of their short-time effect on profits.
Sustainability is a continue process of different elements, which are requires development like; working condition, knowledge or understanding, resources, respect, relations and finally financial benefits. According to Bhaskar Chakravorti (2007), the sustainability development goals (SDG) are meant to be comprehensive, a systemic approach to complex problems of sustainable development at a planetary level. (Chakravorti, 2007). Sustainability can create a powerful employees engagement opportunity like, healthier environment, happier society, successful businesses with more employment.
3.2.1. Environmental
Environments are the sign of culture or quality of either in business or society. Environmental sustainability is relevant, because it empowers the employees to give more efforts. Also, sustainability can impact on people’s ethical decisions which will affect’s on business efficiency, for example, on April 2013, an eight-story commercial building collapsed just outside dhaka in Bangladesh. The building contained five clothing factories where more than 1,100 people died, and many more were left with life-long debilitating injuries. (Human Rights and Democracy Report, 2014). Many UK companies were criticised for not developing the working conditions and health & safety of its chains and suppliers. Bp oil spill in 2010 cost them an estimated 3.19 million barrels of oil plus $500 million for further investigation, 13 people’s life and impact on wildlife and human community. (The Ocean Portal Team, 2018). The industrial revolution of 21st century has been considered as a reason of global warming. Most of organisations, who are operating industrial performance are not meeting the standard of United Nation. Now, United nation is asking the companies to participate in sustainable development. The SDGs are the blueprint to achieve a better and more sustainable future for all. It is important that we achieve each goal and target by 2030. (Sustainable development Goals, 2019). So, there are obvious reason to work for environmental sustainability.
3.2.2. Social
[bookmark: _GoBack]The social engagements of any business have been considered as a strongest economic background of target projects. Business cannot be successful without have a good relationship with society and peoples. Steve Rowe, Chief Executive of Marks & Spencer described in his statement, success is about more than the number of commitments we’ve met. It’s about the bigger picture – engaging our customers and integrating Plan A 2025 into how we do business. (Rowe, 2019). Virgin group is very focused on its employee’s ethical behaviour. Richard Branson is in a mission of “creating a sustainable business”. “By creating sustainable practices within our businesses we are working to help the planet and everyone on it thrive” said Branson. Ethical behaviour and economic sustainability cannot be achieved without engaging the societies. 
3.2.3 Economical
Economic is the strongest bottom line of triple bottom lines. An individual or a family will not be happy and healthy, until they are financially freedom. Economic has the main role in environmental and social sustainability. The battleship building of Virgin group on practice to minimise their waists for sustainable economic. The Battleship – with its smart heating, lighting controls and triple window glazing – has reduced the business’s electricity spend by 61 per cent. (Branson, 2016). This is an impressive example for society to help the environment as well as sustainable economic.
Committee of the region of European Union published an opinion report in 1999 based on social and economic development. The committee thinks, improving transport infrastructure will facilitate interregional connections and, at the same time, accelerate economic development. (European committee of the regions, 2009). Economic development of society will help’s the businesses to continue their operations and, it can be done by using less energy to reduce the global warming. Other hand improvement of infrastructure will create humans’ resources opportunities to help the economics of the society. 
3.3 Quality:
Quality is about making organisations perform for their stakeholders – from improving products, services, systems and processes, to making sure that the whole organisation is fit and effective. (IRCA, 2019). The standard of something as measured against other things of a similar kind; the degree of excellence of something. Maintaining quality is the fundamental commitments of every business. More importantly when quality come across to serving people against a valued price, the commitment should be precisely done. In business, quality is its products, services and values which should be either higher level than others or same.
Quality is a standard level of trust, respect and reliability for most of the customers of businesses, but investors, employees, suppliers and members of our wider society are stakeholders too. So, management or employees cannot say one thing and do another. When quality issues are raised in products or services the reputation of the organisation will collapse and will affects all stakeholders. Not only in businesses also in-service organisations too, recently in UK, raising service issues of NHS losing its qualities of health care. Quality control is a platform where leadership has appeared with reflections. Delivering quality in your organisation means knowing who your stakeholders are, understanding what their needs are and meeting those needs (or even better, exceeding expectations), both now and in the future. (IRCA, 2019). 
Maintaining quality is a regular activity of management, good quality management always able to claim its brands, reputation and growth. All of these makes the staffs and customers happier which reflect on sustainability. Poor quality control can damage organisations goodwill and loyalty, like, in 2013; Tesco, Iceland, Aldi and Lidl’s reputation were affected when their beef products were found contain horsemeat. (IRCA, 2019). There was a lack of quality control and management which didn’t only affects the business reputation but also impacts on stakeholders. ‘Value for money’ is especially important, because in most markets there is room for products of different overall levels of quality, and the customer must be satisfied that the price fairly reflects the quality. (Riley, 2009).
3.4 Impact on CRM system:
Ethics:
People now can compare their expected service from anywhere any time and its always available so, management must commit to the quality of service and products. High street giants are having real hard time to maintain their quality, for example, M&S selling man’s Polo 2 for £25, Sports Direct selling 2 for £17 and Primark 2 for £7. All these prices for same purpose of needs, which are complicated for people to taking decision. To maintain the relationship, every staff must have knowledge of customers ethics. Knowledge about customers age, their origin, religion, culture, occupation, which are helpful for quality service or maintaining the relationship. CRM system helps the organisations to collect as much as information possible about their customers. 
Sustainability:
Businesses and organizations must remember one thing. In the economy as it is today with the high unemployment the public has only so much money to spend. (AuBuchon, 2011). Business and sustainability are side-by-side for quality customer relationship. Unsustainability can be dangerous for Customer relation, because unhealthier peoples and unhappier society will not care about business relation. CRM system is a way to manage the current and future relationship with individual people including customers, service users, colleagues or suppliers. (Salesforce, 2019). 
Quality:
Quality management of an organization is going to add a plus point to the organizational customer relationship management. (Management Guru, 2014). Quality has a major reflection on every aspects of organisation. The organisations, who deal with the customers face-to-face every day, their focus is always on customers satisfaction. More the organisation knows about their customers, easy to serve them. Improving CRM system and its effectiveness cannot be separated from quality. Customer relationship will not be effective until it has a standard quality of service and products. Since the businesses start operating online, the competition is in its highest level. When people would like to get services from online providers, they willingly pass all details which always stored in the dedicated account. The reason people do like using online services is because of its faster, cheaper, convenient, secure and protected.
Companies are always motivating their staffs to make a relationship and collect customers information to use it in future. Information to use in future to inform them about new products, offers, vouchers, rewards or personal greetings. CRM is only effective methods to impress the customers psychologically with dedicated offer only for. 
3.5 Organisations CRM system:
Through this report, author has studies about ethics, sustainability’s and the qualities which are directly impact on CRM of organisations. Effective CRM system requires a company to collect and maintain large amounts of data about its customers; this data collection raises several ethical issues. (Holloway, 2017)
For further investigation, author would like to research about two organisations as follows;
3.5.1 Facebook:
Youngest and successful social media company “Facebook” has changed people’s life style. A group of Harvard University students, led by Mark Zuckerberg, got together in 2004 to create a social network within Harvard community. (Smith, 2019). But the extraordinary creation and its network didn’t stay in community, its number of users keep growing and continuing to today. Worldwide, there are 2.3 billion active users on December 2018. This is a 9 percent increase in Facebook MAUs year over year.  This is compared to 2.27 billion MAUs for Q3 2018. (Noyes, 2019).
There is no doubt that, Facebook is the biggest and most used CRM system itself according to number of users. Facebook is simple flatform to explore about peoples all around the World. Individuals details are collected and stored in a personal account which can be explore by any user for many reasons. Now, Facebook is complex network for every purpose like, personal, organisational, charitable, religious, political and marketing. The reason of complexity is its commercial performances, Facebook has failed to protect public information for business benefit. When the company have changed its ethical behaviour, it has impact on society as well as its economic. Company shares price were falling in market, Facebook shares closed up 0.7 per cent to $168.39 after falling sharply in the wake of the reports. (Kuchler, 2018). Other hand, users were concern about quality, as public information were passed to different organisations for political campaign purposes.
Facebook is an internet-based social network, they allow every individual for using their service tools for free. So, obvious reason there will lack of quality and safety.
3.5.2 Tesco:
Now author would like to change own view to a physical organisation, this organisation has very strong customer relationship with economic sustainability. The supermarket giant TESCO is smart to adopt ethics of British peoples. Tesco’s mission statement “Creating value for customers, to earn their lifetime loyalty”. Form the statement it is simple that, Tesco focus on a long-term relationship to ensure its growth in market share. Their goal is providing exceptional value and choice for all class. Tesco has expanded products range from grocery to financial service such as personal loan, home or car insurance and credit card.
Tesco’s actions towards the society Tesco combined the agency theory and the stakeholder theory when they make any ethical decisions. (Marked by Teacher, 2019). Tesco’s main objective of CRM is loyalty, which they have gain with their product capacity, service and sustainability. The organisation has created quality job opportunities in within services area for social and economic sustainability. The   management has failed to maintain its supply chine for quality in 2013 when their beef products were contained horsemeat. The organisation was criticised in every sector and impact on its loyal customers. 
No one knows own customers better than Tesco, their “Clubcard” and its facilities has built a quality relationship with customers. Company never forget to inform their customers about new products, rewards, vouchers and price cuts. In 2009, Tesco adopts CRM software to their call centre for their customers to experience the quality of next of level. The system allows customer services staff to manage and log customer interactions via the phone, email and chat to help improve understanding around the reasons why people contact the business. (McElhatton, 2009).
3.6 CRM system gap:
The identical gaps of CRM system between both companies are quite visible. and Tesco is visible and handle its customers face-to-face. The gaps of ethics, sustainability of two companies are as follows;
3.6.1 Ethics:
Facebook: Facebook is invisible, online social networking company formally depends on user’s number and advertisement. Facebook is not keen about ethics and the reason is people’s nationalism, cultural, religious values and beliefs are different to each other. Facebook is thinking, if they priorities ethics it could impact on company revenue. For example, Facebook information of up to 87 million people have been improperly shared with Cambridge Analytica” (Mak, 2018). Facebook cannot control of cloning, scamming or false advertising which are against people’s ethics.
Tesco: Physical evidence of the organisation is directly connected with its stakeholders. Ethics are very important in Tesco, because millions of peoples are engaged in their CRM system. Tesco has a strong ethical responsibility; false product information can be dangerous for their quality or CRM system. The scandal of beef products had raised questions about other products too, and their CRM has the blame of it. 
3.6.2 Sustainability
Facebook: Without of head office the company has no physical evidence, environmentally Facebook is hundred percent safe. The issues of sustainable gaps are strong enough to criticise it performances. Facebook is most used website for social networking, now people can use Facebook in mobile too. To be online, people uses internet connection and energy to recharge their devices. The energy used for Facebook has impact on environment. Facebook have changed people’s attitude which impact on society like, false advertising and political influences such as Donald Trump’s presidential campaign and ‘leave EU’ campaign of Britain. In Brexit campaign, peoples ethical behave wrongly supported by Facebook.
Tesco: Tesco also have some issues of sustainability, Clubcard points and vouchers are influencing people to spend more which impact on social sustainability. The major impact of environmental sustainability’s is, huge amount of energies is using in each store. Also, suppliers using warehouses, factories and transports to meet the demands of their customers. Around 14% of Tesco’s own operational carbon footprint comes from our distribution activities. To help us towards our ambition of becoming a zero-carbon business by 2050. (TESCO PLC, 2019).
3.6.3 Quality:
Facebook: Online based company use individual profile to collect and store information. All of the profiles are open for everybody to explore or search. Data protection and security are lack of quality, unless personised security selected. The quality matters, when people are not asking to set up own security on the beginning.
Tesco: Supermarket retailer working hard to continue their effective CRM system. Communication gaps between management and suppliers were major impact of quality CRM system. However, company statement was made, and apologies for quality management which impact on their CRM system.
4.0 Conclusion:
Ethics: The author would like to write the conclusion of this report with a wide knowledge of ethics, sustainability, quality and impact on customer relationship management. Through investigating about ethics of Facebook and Tesco’s, numbers of identical impact on their CRM system were found. Both organisations are using their ethical beliefs, values and attitudes on purpose of business. CRM systems of Facebook and Tesco’s are using to inform the clients about their product and services so, people have less idea about better products or services. If those companies do not act now, their CRM system will face real crisis of quality. The public liability, security, safety and most benefited options should be in their slogans. It is now clear that, ethical responsibility is very essential for business efficiency. 
Sustainability: Both companies has a strong evidence of being unsustainable. Their economic growths are incredible which is causing poverty in society. Business peoples must interact “no poverty” scheme, because poverty can affect their quality and CRM system. Unstable environment and society never be good for economic sustainability.
Quality: Author now understood the CRM system and the reason of uses, and importance of quality. Ethics and sustainability are main reason for quality of CRM systems. Quality must not ignore, because if there are no environment, nature, society, culture, employment, respect or economic nothing will survive. If ethics and sustainability are affected by quality, then CRM system will not effective on loyalty.

5.0 Recommendation:
Business people should invest in education systems to create a skilled and knowledgeable generation who will understand ethics, sustainability and quality of CRM system. By taking part in sustainability Facebook and Tesco can helps United Nation to reduce poverty. Poverty is main impact of society which creates an unstable economic and poor managements. Businesses should invest more in ethical practice like Virgin Group which will give people a sustainable future. Facebook should introduce a strong workforce behind every live streaming before its post publicly. Live video post like, Christchurch strategy in New Zealand can create an unsustainable society which can impact on businesses and quality of their CRM system. Facebook should have offices in every country and must apply different CRM system in different countries depends on their culture, ethics and social behaviours. Only this way Facebook can secure billions of people’s information and will not pass details out of country unless asked for public investigations. By showing their ethics, respect and loyalty Facebook can regain their quality of service. For business efficiency Facebook can adopt different and more effective CRM system form famous theorist, several models are included in Appendices.
Tesco must not consider their product quality as it was happened in past. For quality CRM system, Tesco must not lie to their customers and not supply wrong informed products. Quality of CRM depends on its customers and their presence in business. To secure future customer Tesco should take part to be sustainable. Retail supermarket Tesco has a long-term ambition to become a zero-carbon retailer by 2050 but it can be too late to protect the environment. Tesco, along with their business they must work and invest for sustainability. Tesco is using record amount of energy, to reduce the uses they can start using energy efficient equipment’s. If Tesco and other businesses do not react now in future, people and society will be struggling to survive.












6.0 Appendices:
6.1
17 Sustainable Development Goal
Which should be company focus on?
1. No poverty
2. No hunger
3. Good health
4. Quality education
5. Gender equality
6. Clean water and sanitation
7. Renewable energy
8. Good jobs and economic growth
9. Innovation and infrastructure
10. Reduced inequalities
11. Sustainable cities and communities
12. Responsible consumption
13. Climate action
14. Life below water
15. Life on land
16. Peach and justice
17. Partnership for the goals
Source: United Nations

6.2 Dr. W. Edwards Deming offered 14 key principles for quality management:
1. Create constancy of purpose.
Constant improvement of products and services, to become competitive and constancy which will create employment. Like, technology giant Apple and Samsung introduce new products and improvement at least twice a year, which ensure their products are loaded with latest technology. For service British Telecom (BT) always ensure a quality service for its products.
2. New philosophy.
Every economic revolution offers new chances and opportunities, the management should act on time with new philosophy to be sustain in competitive market. Like, Tesco and Virgin group helping the society to be sustainable, they are using people’s emissions for organisations benefits.
3. Cease dependence on inspection.
Quality check need to be done before process took place, this way company can save economy and also can provide a better quality. Inspection and improvements can be seen at National Health Service (NHS), Organisation always advice its employees to provide further treatments after having a wide inspection of patient’s past history to ensure a quality service.
4. End ‘lowest tender’ contract.
Business with a single supplier is better than many, which will give a quality constancy and loyalty. Companies must stop doing business with low priced suppliers because there will a lack of quality. For example, Primark has many suppliers just for low priced and less quality. Other hand Marks & Spencer always ensure their products known for standard level. 
5. Improve constantly and forever
Continuous process improvement of production and service results in improved quality and productivity, which in turn leads to cost reduction. Like Software company Microsoft continuously update the old version with new elements and improvements. By this way company can save time, money and energy.
6. Institute training on the job.
Training and development of employees is essential for any organisations to survive. Training can be integrated in their personal development plan for regular monitor. Like, Primary school teachers are monitored by the authority to identify any further improvement needed.
7. Adopt and institute leadership.
Leadership needs to be stimulated. By leading and supervising, managers are able to help employees and see what happen in the workplace. Like, managers of football team are motivated to adopt leadership and institute the whole team.
8. Drive out fear
Fear must be eliminated from the workplace that will help employees to felling safe to take risk and work effectively. Virgin group is an example of fearless place to work, where communication, motivation and respect in each-others work is contributing on organisation efficiency. 
9. Break down barriers between staff areas.
By removing the barriers between departments, corporation can be better, and it will create a multifunctional workplace. Most of the departmental shops are using this term to empower the teamwork.

10. Eliminate slogans
Slogans are a way to say you care about quality without actually demonstrating you care, but sometime slogans, warnings and exhortations are perceived as being patronising. For example, “every little help” gives a warning to the staff’s quality of service cannot be ignored.
11. Eliminate target
No more targeted task to achieve, time bound targets will create competitions between team members. The numerical quotas are not good for quality. Like, most of the call centres creates a workplace with targets not in quality.
12. Permit pride of workmanship
Employees feel more satisfaction when they get a chance to execute their work well and professionally, without feeling the pressure of deadlines. For example, employees in Amazon only experience the pressure not professionalism.
13. Institute education
Employees should encourage for self-development and improvements of knowledge of any new task. Study and training should be relevant to their job. Like, in Army, members are encouraged to educate in quality for better services. 
14. The transformation is everyone’s job
Transformation is the work of everyone. Set forth concrete actions to implement and realise transformation and change throughout the organisation. like, technology is transforming the businesses even more complex so, employees must have quality of change. 
6.3 CRM model for adoption or practice: 

The IDIC model was developed by Peppers and Rogers. This model suggests that companies should take four actions in order to the building, keeping and retaining the long-term one-to-one relationships with customers.
· Identify
· Differentiate (value, need)
· Interaction
· Customize
[image: IDIC model]
Identify
First, a company must identify who is an actual customer and should know about deep knowledge of their customers.
It is not only necessary to know about your customers but you have to know about more and more your customers so that you can easily understand them and serve them profitably.
Differentiate
Differentiate your customer on two bases: value and need
Value: Differentiate your customer to identify which customer is generating most value now and which offer most for the future.
Give more value to those customers who are generating more value for you.
Need: Differentiate your customers according to their needs.
Different customers have different need and serving the in profitable ways need more knowledge about their needs.
Interaction
The company must emphasis on interaction with the customer to ensure that you understand customer’s expectations and their relationship with a brand.
The company must consider Interaction with customers according to their needs and value that they are providing you.
Interaction directly with customers makes believe that company has a concern with them and company wants to serve them individually.
These efforts make customers loyal and help the company to build long-term relationships.
Recommended Read: Types of CRM (Customer Relationship Management)
Customize
When you differentiate your customers according to their values and needs, after that, you have to customize your product according to their needs and values.
Customize the offer and communications to ensure that the expectations of customers are met. Interact to customize is information to customers about your ability to cope with their need.
Failure in the third step means something wrong with second or third steps.
So return or go back to previous steps study them again and search out more and more and rearrange these steps.

QCI MODEL
The QCI model is also a product of a consultancy firm.
The model’s authors prefer to describe their model as a customer management model, omitting the word ‘relationship’.
At the heart of the model, they depict a series of activities that companies need to perform in order to acquire and retain customers.
The model features people performing processes and using technology to assist in those activities.
[image: QCI model]
This model includes the series of activities related to employees, people, and organization, and technology as well.
According to this model, relationships process with the external environment. Because when a customer wants to start selling process or wants to interact with the organization, external environment directly affects the customer experience. External environment also affects the planning process of the organizations.
Now as you can see in the figure that customer experience affects three activities future: customer proposition, customer management activity, and measurement.
Customer proposition means something that a company offers to the customer against the price.
Customer management activity is a process of capturing customers, start with targeting, conversation, selling and end with retaining or winning back the customers.
Customer management activity affects customer’s experience that how a company acquires, retains a customer and also penetrates.
Finally, measurement process also affects the customer experience.
People and organization have relation with the planning process, customer proposition, customer management activity and measurement.
Because CRM starts with people and ends with people.
Infrastructure deals with the organization in a sense of technology, customer information, and process management.
One big thing is that each activity, people, organization, process, and technology have a dual effect and intercorrelated with each other.

CRM Value Chain Model
CRM, the meaning of those three letters, is emotionally contested. For some, CRM is simply a bridge between marketing and IT: CRM is, therefore, an IT-enabled sales and service function.
For others, it’s little more than precisely targeted 1- to-1 communications.
Simply we can say, CRM Is a tool to manage customer relationships with the help of people, information technology, customer’s data, company’s process and customers themselves.
[image: CRM Value Chain Model]
The CRM value chain is an established model which businesses can easily follow when they developing and implementing their CRM strategies.
It has been five years in development and has been piloted in a number of business-to-business and business-to-consumer settings, with both large companies and SMEs: IT, software, telecoms, financial services, retail, media, manufacturing, and construction.
The model is based on strong theoretical principles and the practical requirements of business.
The ultimate purpose of the CRM value chain process is to ensure that the company builds long-term mutually-valued relationships with its strategically significant customers.
Not all customers are strategically significant. Indeed some customers are simply too expensive to acquire and service.
They buy little and infrequently; they pay late or default; they make extraordinary demands on customer service and sales resources; they demand expensive, short-run, customized output; and then they defect to competitors.
These are called strategically-insignificant customers.
Five primary steps to profitable relationships
The five steps in the CRM value chain are customer portfolio analysis, customer intimacy, network development, value proposition development and managing the relationship.
Customer Portfolio Analysis
CPA, the first step in the CRM value chain acknowledges that not all customers have equal value to the company.
CPA asks the question: ‘who are our SSCs (strategically significant customers)?’
SSC’s is defined thoroughly above so let’s move toward CPA. CPA tells us what are our customers giving value to us?
A customer portfolio comprises the mixture of groups that make up the customer base of a business.
For example, Coca-Cola’s customer portfolio consists of restaurants, grocery stores, amusement parks and sports arenas.
Recommended Read: Coca-Cola Marketing Plan
It means before starting the CRM process, an organization should know about their customers thoroughly.
Customer Intimacy
Selecting customers to serve with your product is one thing and knowing your customer is another thing. Most companies collect customer data.
Some industries are overwhelmed with information – scanner data, loyalty card data, complaints files, market research, and geo-demographic data.
Now the question is how you will use this data in order to serve best ways to your customers.
Long-term relationships require more knowledge about you customers.
Knowing about what, who, why, when and how of customer behavior is most important for a company to manage long-term relationships with loyal and strategically insignificant customers.
Develop the Network
A company’s network position i.e. its connectedness to other parties who co-operate in delivering value to the chosen customer is a source of great competitive advantage.
In order to serve customer’s relationships, it is important for a company to create value for a customer on every stage of the selling process.
It means the company must create a complete network for customers to serve profitably.
A good network may contain suppliers, manufacturers, employees, investors, technology, distributors, and retailers.
CRM is not a quick fix; it requires owners and investors who will commit to the long-term investment in the people, processes, and technology to implement CRM strategies.
Value Proposition Development
By the fourth step of the CRM value chain, you will know who you want to serve and will have built, or be in the process of building, the network.
Now the network has to work together to create and deliver the chosen value(s) to the selected customers.
Network develop by the company now will create a value proposition.
Every member in a developed network works together as a whole to creating value for customers.
Managing the Relationship
This is the final step of primary stages.
All previous steps help the company to create the relationship and start the relationship.
Now, this depends on company how a company manages these relationships so that parties, company, and customer, get value for the long term.
Five supporting conditions of CRM value chain model
These are five supporting conditions to fulfill the CRM value chain model.
· Culture and leadership
· Procurement processes
· Human resource management processes
· IT/Data management processes
· Organization design
These are some basic conditions that a company even must consider while managing the CRM.
Company’s culture defines that whether you will manage long term relationship or not because sometimes your culture doesn’t allow you to do such activities.
Company procurement process and HR process also suggest that how you will do such activity.
Without IT and Data management process you cannot do CRM because customer’s information and data related to customers save on technology.
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