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Introduction
This report is an investigation into the customer experience of airlines services and their ethical conduct towards sustainability for future services. 
This report will be using a critical approach to analyse the quality systems that each of these airline services employ and the impact that they may have towards their customer relations management.
It will also look at quality guru and the relevance’s of their theories with the airline industry, and what recommendation that they could pursue to improve their current customer relationship management (CRM)
Understanding Customer experience
Customer experience, is the experience that the customer has from their first encounter with the business, the treatment they experienced using the business and how they felt after using it, and in respect of these airlines is all about the services they provide for the customer to plan book and undertake their journey from airport to airport and beyond.
But from an organisations  or company’s point of view, it is how they first engage with their customer,  the image they portray or  promises they make to attract customers to use their business and the experience they desire the customer to have, including how the customer uses their business and the feedback they get from their customer about their business Which play an essential part towards an organisation or companies Sustainability for the future based upon their ethical values they apply for their customers Values. 
Definition of ethics
Ethics simply explained is fairness, doing the right thing for all parties (Corlett, 2014)
Definition of ethical marketing
Ethical marketing is about customers and businesses collaborating in ways that are both fair for the customer and company when it comes down to benefits and sacrifices for both parties (Stone and Starkey, 2011).
It could be ethical reasons from business to customer, customer to business or even a combination of both at the same time.
For example, customer initiatives that provide the customer with power to influence the business way of operating, like independent customer centricity (Building A High Customer Experience Management Organization: Towards Customer-Centricity, 2020), listening to feedback and acting on it to deliver what the customer are demanding the most.
 As in the past, companies that where leading their market either suffered from being taken over by competitors or suffered by losing customers because they did not understand their markets need from the customer point of view. Trying to either force their company’s ideals upon the customer but not taking into consideration the changing needs of their customer or their values. 
Qatar and Emirates Airways have both been recently accused of prioritising business and 1st class ticket holders over economy class customers during the global pandemic. It was been reported that they have told economy class ticket holders that they have cancelled all their tickets for flights where some customer have noticed on their official website that they are still selling seats but at a higher price and if the economy ticket holder wants to purchase a seat they must do so for higher prices than they were originally priced at casing many customer trying to return home in the height of the pandemic stranded in a foreign land for over a month, to the point that they have now launch an investigation into the matter as many Australian customers who used the airline have deemed their behaviour as unethical and are now battling with the airline to uphold their first arrangement with them. Diminishing the trust and credibility of the company that may have a tarnishing effect to their reputation, trust worthiness and revenue.
(theguardian.com ACCC investigates complaints about airlines flying to Australia during COVID-19)
Definition of sustainability
The Competence to maintain a level or rate of performance or status
Definition of sustainable marketing
Sustainable marketing for business’s is the way organisations or companies  approach or deal with situations or circumstances related to their business with strategic methods to create long-term value or demand  for themselves and future generations of their business, by taking into consideration how their organisation or company operates, for social, economic, and environmental values that customers or governance hold (legislations) that may affect their businesses longevity for survival.
Why ethical marketing is essential for sustainable marketing
Understanding the definition of sustainable marketing, purports the importance of having ethical approaches to handle the sensitive nature of values individual customers or society holds, to diminish any adverse effects that can impair or tarnish the organisations or companies aspirations for long term survival and social status by its consumers.
For example, Cathay pacific airways was Highlighted by tabloids for threatening To sack their staff if they took part in an illegal protest to strike in china as there was a political unrest between main land china and Hong Kong in august 2019.
Cathay pacific took an ethical stance to uphold their company’s zero tolerance against participation in illegal protests and stuck to their company’s policy that any participation within contracted work time is prohibited and if an employee was caught doing so will be in direct breach of the policy 
Cathay pacific stance against getting their company involved or associated with political matters, advising the best method to get through unprecedented times of unrest was to focus on their customer as they have been doing and not to show or promote political agendas that may violate values of customers who may support either side by being mutual and customer focused.  Their statement to the media was “Cathay Pacific Group Code of Conduct outlines the fundamental principles of business conduct for their employees is towards their commitment to maintaining the highest level of integrity, ethics, flight safety and quality at all times”. (business-humanrights.org 2019)
Despite Cathay pacific taking these measures, they saw the shares of the company drastically fall within 24 hours to an all-time low, as the news about them sacking employees for supporting the protest put off customers from Beijing and mainland china from using the airline (FT.com).
But the ethical way that they handled the situation won the approval of many other customers who respected Cathay Pacific’s policy respects for human rights (business-humanrights.org) and continued to use the service, which saw the company make a profit in both china and Hong Kong although they were lower that year and had to make cuts due to the political unrest but the company remained sustainable as they was still on track to expand their fleet of airliners to 70 crafts by 2024  (asiatimes.com Cathay Pacific 2019 profits fall losses loom) 
· Comparison of the ethical policies of Cathay pacific, Delta airlines and emirate airlines
Comparing the ethical policies of Cathay Pacific, Delta Airline and Emirate Airlines they seem to agree to a few points
1. Compliance and the law,
although wording may differ slightly with these 3 airlines, conducting business in a ethical manner and according to law is non-negotiable for all, with a zero tolerance for employee who breach it
2. Practicing and Behaving in an ethical manor with integrity always with transparency
When it comes to ethical behaviour and practice, each of these airlines expect employees to act in an appropriate manner when it comes to business dealings and relationship building.
especially when it comes to procurements of a personal nature, permission must be sort out by the employees of each airlines that they belong to, in the event that their personal pursuits do not conflict with their airlines policies and preservation of them. But Cathay pacific go one step further than emirates and Delta, and demand that they cannot do so if a family member work in the same field as them for another organisation especially if they hold a manager position than its is strictly prohibited and the only way they can do so, is if they disassociate fully from their airlines, but even at this point they still have to gain authorisation by Cathy Pacific to do so, for sustainability purposes of the airline, due to the political unrest between china and Hong Kong (cathaypacific.com code of conduct 2019).  This sort of integrity is an appealing factor that attracts customers to these airlines, as they assist the customers experience by helping to reassure customer of the measures that they take for security, by having extremely stringent policies and method to safe guard sensitive information of both the customer and organisation.
emirate airlines also have ethical policies that are unique to themselves as like Cathy pacific, but for contrasting reasons, emirate air lines policies of ethical practice covers issues of modern day slavery, anti-bribery and corruption policies (procurement.ekgroup.com),  also security measures and empathy for human rights  for customers who hold these values to have peace of mind using the service before and after globally , compared to Cathay pacific who’s situation for their policy is isolated to their country of origin and delta airlines who’s policies are to airports and associated business.
It would be a really good thing if Cathay pacific could adopt emirates same policy for modern day slavery for their customers to strengthen their current customer relation issues, but the difficulty here is that the protest in china and Hong Kong is extremely wide spread and conflicting with the views of both side of the political dispute regarding the same issue, which explains Cathay pacific ethical reason to not get involved for their own sake of sustainability, focusing on giving their customers a less hassling time and the best satisfying experience for their journey.
Quality models
What is a quality model?
“Quality models are theory systems employed by organisation to ensure high standards of a product or service is maintained and free from defects, limitations or restrictions for its consumer / customer” (Krey and Rossi, n.d.).
“Quality models can be specific in design for the type of service or product a company has for quality control measuring and improvements of an organisation products or service” (서인주, 2014), there are a few academic scholars who have become theorist  gurus for quality models in the past 60 years that have revolutionised the ways that we now do business by the principles that they have laid down as guide lines to successful business practices for quality through out the organisation, be their main focus about their customer, employee performance, or how they handle their suppliers.
Each of these gurus to be discussed have their particular focus / areas of expertise, although these guidelines are not set in stone they can be used and hybridised to suit the means of an organisation, but it is their systems ethical approach and integrity that help businesses become successful and sustainable.
W.E. Deming guru theorist
In 1982 Deming, considered to be the father of quality control system published his book “out of the crisis” (Deming W.E. 1982), where he outlines where manager have been going wrong and provides 14 principals for management to follow for them to create good customer, employee and business to business relationships management for the success, survival and sustainability of an organisation or company.
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His focus was customer led and he suggested that most problems that came to be about quality of the organisations output, came from within the management system of their organisation and that the management are 80 -90 % responsible for these defects and the employees are only responsible for the rest.
He goes on to promote that “higher quality input leads to higher quality productivity which will breed a culture of competitiveness and seal a competitive position in the organisations industry” (Deming W.E 1982). He puts forward that a consistent philosophy for improvement of quality facilitates means for providing lower costs, increases productivity by reducing risk of error / defects and reducing waste whilst saving time to increase effectiveness and efficiency of the business.
He also wrote of 7 deadly diseases that traditional managers do that have a negative impact to organisations and the ability for success and sustainability.
[image: PPT - Quality Leaders PowerPoint Presentation, free download - ID:6771610]

Critical discussion of Deming quality model theory (against)
“As widely accepted as Deming’s theory’s is, it has a general demeanour of bias when it comes to his 7 deadly diseases (Bischoff, 2014”), as an argument could be made with point 3 for being against annual reviews  and merit ratings of performance, “that with target driven industries like airlines customer services, merits and reviews of performance can be a positive” (Messner, 2020), as they have to set standards and levels to achieve, emirate baggage delivery depart has a “promise to deliver their customers baggage within 24 hours” (Emirates.com).
[image: ]
This time limit of 24 hours sets a target for this department to achieve for the airline making this department target driven, and as with any other department quality control of emirates promise, to its customers will have to be managed, as they have to reassure performance this will need to be monitored of employee to ensure quality of service is maintained for the integrity of the relationship between emirates airline and the customers. 
Respectfully of the style of management to be used within these “reviews can result in reactive responses, employees could be of pre aware the work environment and its culture,  and are driven by these challenges that effectively provide good performances by the employee” (Samoylenko, 2019), enhancing the customer experiences whilst reinforcing the relationship the customer now has for the airline because their requests are being satisfied to the value of emirates airlines word. 
And again it cannot be a resolute, as with the political unrest in china, Cathay pacific had to go against the grain of Deming’s 14 management principals, when he state an managers responsibility is to drive out fear of losing their job, they had to threaten staff with job dismissal and evoke their ethical policy of zero tolerance against participation in illegal protests, to place the organisation in mutual ground between the 2 disputing parties and to also safeguard  and preserve their customers and business acquaintances relationships for sustainability purposes.














Arguments in support of Deming’s 
[image: Emirates Cabin Crew recognised as world's best at World Travel Awards Grand  Final 2019]
Where Deming’s 14 management principal comes to it strengths there is less of an argument against it, when it comes to mannerism and practices for handling sensitive direct interaction of cabin and call centre staff, where these types of employees come into direct contact with the airline’s customers.
 In support of Deming, his 7 deadly diseases can be considered to the final word of his warnings, as preservation for handling sensitive and unique situations of customers, the level and quality of customer care needs to be managed and delivered right the first time.








The Juran trilogy
Juran model for quality management, “the quality trilogy”(Juran, 1989) is an strategic method based on planning activities, he had a strong belief that problems in quality came from poor planning, his theory is a 3 step approach taking into consideration the key functions for quality, planning, control and improvement.
[image: Quality Management: Then, Now and Toward the Future]

Juran presented his theory in 1986 and it became a universal way of thinking for quality management for many industries if not all, with his definition of quality, “services or products must be fit for its purpose”. his whole theory is customer led and based around what the customers needs are rather than what organisation or companies thinks the customer wants.
“The quality trilogy model is a continuous cyclic system of improvement for quality, its versatility for application to all types of problems for services and products” (Rosak-Szyrocka, 2017).
This is achieved by management performing sequences of activities to get to an intended result, as Juran theory can be used for all functions and work in all levels of management.
Juran also had the same view as Deming’s, believing that problems with quality derive mainly from management, but differing slightly and saying, “if quality planning is poor then waste occurs” ((Juran J.M. 1986.)
Although there are only 3 stages of action within the trilogy, each action is broken down into subdivision emphasising on key functions and work commitments, that need to be performed to increase the quality. These subdivision micro analyse variants that need to be answered before the project can be moved to the next step, so that each time the project goes round it is meticulously scrutinise at a consistent standard inline with the level of quality aimed for, whilst improving the standard itself. 
Arguments for Juran’s Trilogy
The quality trilogy is a very generic model that is fit for use by many functions and management its ease of use and application, its versatility and attention to detail make Juran model multi-dimensional for purpose of use. Especially use of the subdivision for “breakthrough sequences” (Juran Institute's Six Sigma Breakthrough and Beyond, 2004), 7 vital points of action manager must make to satisfy the customer and build relationship with customer and to develop good practices toward quality improvement.
[image: Quality gurus osama 1 3-2010]

Arguments against the Juran trilogy
Although Juran’s trilogy model is easy to use it generic attributes of meticulousness mean for a lot of planning and time to go into planning, its dynamics gives the perfect platform to test prototypes initiative before they go mainline.
An attribute that emirates and Qatar airlines could of benefited using Juran’s quality trilogy strategy to approach the situation of dealing with their customer all over the world who’s travel plans were hindered by the COVID-19  pandemic and their obligation differences of their business class customer and their economy class, as both airline providers decided to cancel the economy class ticket holders seat and said that they must pay the price of their business class passengers (the guardian.com), which ended up tarnishing the reputation for both of the airline providers  customer services / relation management honesty and integrity with hundreds of customer complaining of dissatisfaction and poor practice  but the nature of his theory holds the customer as the top priority to satisfy for the success of the project / business.





















Phillip Crosby cost of quality model
Crosby Like Deming and Juran agreed also that management are responsible for problems of quality that Crosby call defects. Crosby is well known for his slogan for quality “zero defects”. Although his model for quality has  similarities of both Deming and Juran his focus for his quality model is aimed at the top management as he deems it the responsibility to get things right the first time for the customer and for the survival of the organisation. His focus was that of a “supply led philosophy that came from top management to the customer understanding that nothing should be done if it is not warranted for use” (Danciu, 2007) and a philosophy to constantly improve and not wait for things to go wrong, reaffirming his definition of quality as zero defects.
[image: Quality without tears by Crosby]
Crosby formed 4 definitive points to go by for his basic model, “the 4 absolutes of quality”(Crosby, 1996), where he defines good quality as conformance and poor quality as non-conformance to change and adapt to a philosophy where no defects and the prevention of them are a priority, and become a culture to managing quality standard for customers.





Arguments for Crosby cost quality model
Crosby model has traits like Juran’s and Deming’s models (Wayhan, Khumawala and Balderson, 2010), it is simple to use like Juran’s but specifically aimed at top management level, and like Deming has 14 steps to fulfil the criteria’s of the four absolutes to fruition, and that it systematically cyclic and continuous.
The fact that it is targeted at top management and focuses on their ability to conform to customer needs, help to facilitate a management culture designed for facilitating potentially perfect environments for customer experiences to manifest by placing customer relationship management at the core of any organisation that employs its philosophies.
[image: ]
Arguments against Crosby cost quality model
An argument can be made that if a company was in a situation where they have lost customer due to poor customer relationship management of their own and decided to implement Crosby’s cost quality model, during the transition to his philosophy a lot of money will have to be spent initially to get the key employees to facilitate the change (Tolman, 2019) . and again, although the change will be good in the long run this philosophy best works in favour of a newly started business, and to the appeal of larger organisations
Airlines like delta air ways have recently taken Crosby approach to go the extra mile for their customer, delta airways has already got a customer focus culture, where recently their management conducted an experiment to show appreciation to their high spending customer who were currently on their medallion award scheme that they give to customer that use their service frequently, by using their trove of data they accumulated on the customer and getting flight attendants to recognised them when they boarded the plan, they had information on the customer about their recent experiences using the service e.g. if they had a flight interruption or boarding issues and would engage in conversation with them, from their feedback they had a 1 % negative reception from these user and many where delighted to the extra lengths delta airways went to, to increase their customer experience of using their services (pro.delt.com).


conclusion on the CRM (customer relationship management)
from the findings of this report into the customer experience within airlines, is how large a scope of potential problematic situations that can occur that airline industries have to safeguard against and sort out within an ethical manner in order of maintain a healthy CRM. and how the impact of not having good ethical policies for safeguarding both the customer and employee can be extremely harmful or even detrimental to the sustainability of services of the organisation. 
It is a complex juggle to balance out fairness from the air industries management for all parts involved, as external forces mentioned earlier like the political unrest in china and Hong Kong that placed Cathay pacific airways in the middle of a political dispute, where the top management had to step in and cast the ethical decision of the company. If it was not for Cathay pacific preparation to preserve the quality of their integrity by having a policy that is directly a result of using the cost quality theory of Crosby and embodying his zero  defects philosophy in to their zero tolerance policy for its code of conduct, along with his strategy not to wait until it happens Cathay pacific would have been in a more difficult position that would of bought more harm to their organisation reputation, proves the relevance of using such system /models for maintaining and improving quality.
Compared to the findings for emirates and Qatar airways who were caught out by not having adequate quality models in place and tarnished relationships with direct customer, by differentiating who to prioritise, not only were their actions deemed unreasonable by their former customer but also as unethical, which highlights the non-use or mis use of quality management as their actions displayed no value and low integrity for their CRM which they do have, but needs evaluating and trained in the philosophy of Juran’s breakthrough sequences or Crosby’s quality trilogy to of made better decisions that could effect the way how their current and future customer perceived them if a situation in the future was similar. 


References
· Corlett, I., 2014. E Is for Ethics. New York: Atria Books.
· Stone, M. and Starkey, M., 2011. The possible impact of university corruption on customers’ ethical standards. Journal of Database Marketing & Customer Strategy Management, 
· Journal of Marketing and Consumer Research, 2020. Building A High Customer Experience Management Organization: Towards Customer-Centricity.
· theguardian.com ACCC investigates complaints about airlines flying to Australia during COVID-19
· 
· business-humanrights.org china business or human rights Hong Kong protests leave Cathay facing a tough balancing act
· FT.com
· business-humanrights.org Cathay pacific sacks two pilots over Hong Kong protest related incidents
· asiatimes.com 2020 Cathay Pacific’s 2019 profits fall losses loom
· cathaypacific.com code of conduct 2019
· procurement.ekgroup.com Anti Bribery and Corruption policy.pdf
· Samoylenko, N., 2019. COMMUNICATION EFFECTIVELY IN INTERNATIONAL 
CONTEXTS: CHALLENGES AND GOOD PRACTISES.	

· Bischoff, R., 2014. The Seven Deadly Sins Meet Modern Behaviour, or Someone Has a Problem When They Do It More Than I Do.
· Messner, W., 2020. Value or Quality? Differences in Airlines’ Customer Satisfaction Strategies across National Markets.
· emirates.com/us/English/information/our-customer-service-plan/
· Krey, N. and Rossi, P., n.d. Back to The Future: Using Marketing Basics to Provide Customer Value.
· 서인주, 2014. Influences Service Quality of Foreign Airlines has on Customer Satisfaction and Loyalty. journal of consumer policy studies
· Deming W.E.,1982. out of the crisis Deming’s philosophy of quality management
· Deming W.E.,1982. The key to excellence, Deming’s philosophy of quality management
· Juran, J., 1989. Juran On Leadership for Quality. New York: Free Press.
· Rosak-Szyrocka, J., 2017. PRODUCTION PROCESS QUALITY AND ITS IMPROVEMENT. Quality Production Improvement,
· Juran, J.M.1986. Juran’s Quality handbook
· Techno metrics, 2004. Juran Institute's Six Sigma Breakthrough and Beyond.
· theguardian.com/business 2020 unethical Australians trying to fly home claim airlines cancelling economy tickets to sell more first-class seats
· Danciu, V., 2007. Performance in Service Marketing from Philosophy to Customer Relationship Management. SSRN Electronic Journal,
· Crosby, P., 1996. The Absolutes of Leadership. Johannesburg: Pfeiffer & Co.
· Wayhan, V., Khumawala, B. and Balderson, E., 2010. Empirical enhancements to Deming's chain reaction model. Total Quality Management & Business Excellence,
· (Tolman, 2019)
· pro.delta.com corporate priority from delta edge onboard recognition.

image2.jpeg
Y. Bclwarcs Derning’s
Severn Deadlz Digezses

1.
2. Empha
3.

4. DD1IITY [ ma ogement

6. Ex
7.




image3.jpeg




image4.jpeg




image5.jpeg
The Quality Trilogy

Quality
Planning

roject by-project




image6.jpeg
Juran’s Breakthrough Sequence





image7.jpeg




image8.png
Philip Crosby - 14 steps

Varegenet © Commites o
e pamRG Zas oetects
Quity Improvement by
Team -+ 2ar0 Dfects Doy

. QuityEduaon o Goalsetng

e — Eror s el

© Coml uany -+ Romgniten

T Quyaenes 5 Qulty ol
Comedoscions 1 Do Roersgan




image1.jpeg
DEMINGS 14 POINTS and Key principles

Create constancy
Adopt nev philosophy

‘Dot use ovest bidder





