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Executive summary 
This report was requested by ‘’Marketing week’’ online journal the aim is to understand why ethic, sustainability and quality is needed in CRM in business. the writer has to identify the impact of ethical, sustainability and quality in the CRM system and identify what Management models as well as theories are used in the organisation and what can also be used to improve the service,  and why it is important and how they are managed in two different companies Tesco and Netflix. The writer will also provide recommendation after the research comparing and identifying the gap which can be improved on.
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[bookmark: _Toc4754388]Terms of reference
.
The purpose of the report is based on understanding and engaging in the customer experience. Writing this report as a third person and trying to identifying the importance of what is needed in the CRM system to run a business successfully and to choose two companies one being services and the other one being retail, comparing both to identify the gaps between the organisation. What the ethics sustainability and quality they have in order to manage the business, and how the gaps can be removed to bring more efficiency in the business. The writer identified the gaps within each organisation. Research method was used to find out what models and theory can be used to help them eliminate the gaps.

[bookmark: _GoBack]











[bookmark: _Toc4754389]Procedure
Attending class on a regular basis, Information from library, textbooks and websites, the writer has used research method and real life experience to complete the report.








Finding 

3.1
[bookmark: _Toc4754390]The meaning of the term ‘Ethics’ in business.

According to the journal of Business Ethics ‘’Managing ethical behavior is one of the most pervasive and complex problems facing in business organization today’’ Ethics, is a system of moral philosophy which effects the way individuals make a decision and lead their lives. When an individual thinks ethically they are giving some thought to something beyond them. Ethic is concerned with what is right or wrong, good or bad, and helps to provide a map which is a framework that can be used to find a solution in difficult issues and provides a clear vision and helps to clarify the issue and come to a decision. kolberg’s moral stages of development has three stages which is shown in the appendices.
 (bbc.co.uk, 12.03.19).
The term ethics in a workplace simply means fairness and justice and business ethics focuses on ethical issues that arise in the workplace. The ethical theme resonates as one of the most important and urgent dimensions of business and society relationships in the fast moving generation. There are two key factors of Ethics one being descriptive ethics which involeves description, charaterizing and studying morality, the CRM policy of the organisation, the second one being normative ethics which involes supplying and justifying moral systems beliefs through policies and value statement. (Archie B. Carroll, Ann K. Buchholtz, 2008, p.299). There is an example model of ethic in the appendices which explain and shows how it is used in organization.


































      3.2
[bookmark: _Toc4754391]The meaning of the term ‘Sustainability’ in business

According to Mckinsey, and the framework used nearly 3,000 employees said the strongest motivating factors to adapting a sustainable mindset are to align with company’s goals, missions or values and try to improve reputation meet customer expectation and develop growth opportunities. Brundtland Commission (WCED) suggested to define sustainable business as ‘’business that meets needs of the present without compromising the ability of the future generations to meet their own needs. ’’ Sustainability is not just cutting back and limiting waste it is a philosophy that embraces new type of abundance that is inspires greater levels of business creativity. As sustainability grows the businesspeople are developing new environmentally responsible ways of doing business. 
Petra Molthan-H 2014, p58).
Sustainability is expressed in (Elkington’s, 1997) which the idea of triple bottom line also known as (TLB) is introduced for the new millennium suggesting that in the past it has been understood as an attempt to fit in with the traditional financial bottom line with an environmental agenda. Therefore Elkington’s asks all businesses to look not only at their profit and loss but to also consider some form of social impacts of their performance and their responsibility towards the environment and how it will impact on the planet. The TBL scheme consists of three pillars of sustainability in business which are people, planet and profit.
(Petra Molthan-H 2014, p.44). 


[bookmark: _Toc4754392]The meaning of the term ‘quality’ in business

3.3 
According to Crosby Quality in business is synonymous with innate excellence of superiority and achieving desirability or becoming useful and cannot be defined further than that, people know quality when they see it and it considered unknowable and unmeasurable (Oliver, 1997, p.166). 
The term quality in workplace environment is essential and important it helps to provide guidance to employees and the work they do it more efficiently. Quality in work provides trust between the employees and the Management being fair and equal to everyone and achieving the goals set. All this gives good working conditions in work environment. (smallbusiness.chron.com, 12.03.19).
There are five arguments of quality which are, Economic, Social, Environmental, Service Challenge and problem quality.
Economic: mature market, must be balanced and the public sector needs to deliver better services at a lower price that they can meet public expectations for survival. 
Social: non-quality goods are wasteful and not so good for human use, working in non-quality environment is ultimately demoralizing for the individual. The way forward is to minimize wastage and maximize satisfaction.
Environment: There are good material resources and we have responsibility to minimize waste and keep environment from damage.
Service challenge: services represent 70 percent post-industrial economies and industrial quality control models don’t work in the service context, key to quality services are skilled people.
The problem of quality: two problems one being neo- Taylorist management approach, and the second one being isolation of quality to the productive part of an organization, to resolve this through systemic approach to quality based on doing the right things in the right manner in every part and level of organization. (Service quality, 2004, p.11) The framework of quality is in the appendices.





CRM System

According to Gartner, CRM was the largest software market in 2017 and it is going to become fastest growing one in the current year. (business.com, 12.03.19).
 CRM ‘’touch points’’ to maximize loyalty, a customer touch point is important to any occasion on which a customer encounters the brand and product from actual experience. CRM is also the approach to manage company’s interaction with current and potential customers, most forward thinking organisations devote a lot of energy and resources to set up and management of a CRM capability. CRM enables businesses to provide excellent customer service through the effective use of individual account information based on what they know about each valued customer. Companies can customize market offerings, services, programs, messages, and media. CRM is important to organisation because a major driver of company profitability is the aggregate value of the company’s customer base. (P. Kotler, K. Lane Keller, 2012, p.157)
CRM system has a direct impact on all businesses and is very important to have within an organisation this can be the ethics, sustainability or quality in the business, and will help to manage and correct any issues in plenty of time so things are not left at the last moment. CRM helps manage customer data, and supports sales management and has been widely regarded as a company activity related to developing and retaining customer through increased satisfaction and loyalty, and ultimately driving sales growth, and also helps reduce costs, wastage and complaints. (emeraldinsight.com, 12.03.19). Framework of CRM system is in the appendices.



3.5 
[bookmark: _Toc4754393]Impact on CRM Systems of ethics in business
    
CRM System is an increasing important and global business phenomenon, in order to evaluate the best CRM system in a workplace is to corporate and adapt with business ethics which is also very important for a business it allows to bring the best out of a workplace environment and provides guidelines for conduct to help decision making for employees, employers and managers. Ethics in the CRM System will provide the business to show fairness and justice and treat everybody involved in the equal manner. This method gives a very transparent way of viewing things and understanding them. When ethics are followed and maintained in the CRM system the platform becomes stronger and strict and becomes a principled code of conduct and provides guidance to how work should be carried out. When there is a code of conduct placed in a CRM system and policies are carried out it there is a path to build the business and helps to provide and develop the foundation of trust for customers. (forbes.com, 13.03.19).
The ethic of Tesco
Tesco has ethical policies like most running companies and is very important to them, they have core code of conduct which is the heart of how a business should be managed and it is also designed to help protect us. It is important that we all understand the rules which we follow, in order to conduct what is expected of us this will give us the ability to manage the colleagues and provide the best customer service as well as to protect the reputation of the organisation. (tescoplc.com, 12.03.19)
People 
In November 2016, Tesco scored an ethical Consumer best rating for its supply management, in 2014 however, a guardian investigation found slave labour in the production of seafood sold by Tesco. Men who had managed to escape from boats told the guardian of horrific conditions including 20 hour shifts, regular beatings torture and execution-style killings.

Political
 In February 2016, ethical consumer gave Tesco a worst rating for the likely use of tax avoidance strategies. (ethicalconsumer.org, 12.03.19). 



[bookmark: _Toc4754394]Impact on CRM System of sustainability in business

The recent trend in the management has been to place customers at the centre of any cooperate strategy (Martin, 2010), based on the insight that customers are the basis of a company profitability (Gupta at el. 2004; Hogan at el. 2002). The CRM system are recognising the importance customer relations and the important role they play and in return the increase to the company profit that they will gain which is essential to their survival. Sustainability is competitive advantage to CRM system it allows a platform to engage with environment, social and people which holds a greater importance nowadays in in these matters than ever before in the past. By securing the sustainability in the CRM system and interacting and communicating with all the external and internal factors will give the business the possibility of making recognition and attracting new customers and managing the old customers. 
(researchgate.com, 12.03.19)

[bookmark: _Toc4754395]The Sustainability of Tesco

Tesco believe in sustainability through out there organisation and believe in the term every little helps. Sustainable growth is one of the beliefs Tesco holds it is responsible and what its customers want and makes good business sense. Unsustainable decisions can harm the whole system, in the same way it will be incompetent and raise its costs and by failing to reduce its environment impacts. 

People
The little Helps Plan helps to respond to the global challenges affecting the business, as a part of this plan Tesco are helping to provide opportunities for young people in August 2018 they launched a three year partnership with The Prince’s Trust to help young people develop the employability skills and life skills, by supporting its Achieve Clubs. These clubs are established in over 500 UK secondary schools and give disadvantaged young people the opportunities to develop the skills they need for the future. (tescoplc.com. 16.03.19).




[bookmark: _Toc4754396]Impact on CRM System of quality in business

Quality in the CRM system creates and adds plus points to an organisation, in this modern era of competition keeping quality as priority is a major concern for companies since now it is the quality which forms the basis for the clients to choose the service provides. This has led the organisations to better themselves and provide the best service available for customers. The brands are in great competition over the quality in order to attract more customers to the particular brand. (bussinessballs.com, 16.03.19)
Globally there are three main standard procedures applicable worldwide known, total quality management also known as (TQM), International organisations of standard (ISO) and balanced score card. The TQM method is applied to all CRM related departments in organisations being small or big, (TQM) total quality management aims to provide continuous effort towards the growth of quality management tasks so the organisation comes up with solutions that provide high quality services and products to customers. TQM to CRM also enhances the credibility of information and makes processes more effective error free which in return get great customer satisfaction. (martechoutlook.com, 16.03.19).
(ISO) International organisation of standardisation is global body which aims is rules and regulations which is imposed in global level. The rules alongside the regulations set the standards which are necessary and constant universally to ensure the quality measures to produce high quality products and services around the world. This also helps to track the sales of the products and the existing customers, ensures qualitative information on time and also focuses on delivering the quality services to the clients.
Balanced Score Card – This is a tool which is used to manage strategic performance by keeping track of execution of activities performed by employees. It also monitors the result and outcome of activities done, and also checks the process and steps taken by CRM to make sure everything goes according to plan and strategies for effective quality management service of the CRM in the organisation. (ieeexplre.com, 16.03.19).




[bookmark: _Toc4754397]Quality in Tesco

Quality is about meeting needs and expectations of customers and for a business such as Tesco, it is vital that it is right. Tesco is the largest market share holder in the market and are expected to maintain their image and responsibility as well as the quality of the products they sell and in return Tesco would be seen as a place to shop. High quality of Tesco’s product and services is important so that they can gain and maintain their customer loyalty. Loyal customers will not only repeat purchases, but will also recommend other products as a result this will bring more customers to shop in Tesco and maintain their loyalty. It is not only important to maintain quality in the business but to sustain the customer loyalty, quality can also reduce costs for businesses. (Cook and Wartlers, p.157, 159). 
Environment
Tesco have an extensive programme of new product development across food and general merchandise they developed over 2,000 new lines during 2018. Tesco also have product improvement programme for current products for quality, heath, helpfulness and responsible sourcing. Tesco products are tested by independent expert laboratories to make sure that they are safe, legal and meet our exacting quality specifications. As of November 2018 we had completed the following number of test on a variety of food products during 2017/18. (essaymarketting.com, 23.03.19).











3.5 
[bookmark: _Toc4754398]Ethical in Netflix

Netflix is a media company with a portfolio of original and licensed content, which was founded in 1997 by American entrepreneurs Reed Hasting and Marc Randolph. You pay monthly subscription to have access to viewing contents. (Britannica.com, 22.03.19).
Netflix CRM underscores the importance for not taking customers for granted, especially in this day and age of social media which can make or break any organisation. Netflix works very hard to maintain ethics in the business towards employees and their customers, by being fair and transparent and building trust and being loyal towards everybody involved. Netflix is a customer based company and all their work revolves around them. (socialmediatoday.com, 22.03.19).

Political
Netflix is viewed across 130 countries however the type of content does vary by country, as some places and people aren’t happy with the crumbs they offered. North Korea, Syria and Crimea are the three affected Countries, this is because US government who has restricted Netflix and any other USA company from conducting business to them. Even if Netflix wanted to operate there they legally can’t. Political factors play a very important role in determining the factors that can impact on Netflix, this can be long term profitability in some country or market. Netflix operate CATV systems around the countries and helps different types of political environment and the system risk of political environment.



[bookmark: _Toc4754399]Sustainability in Netflix

Netflix believe in sustainability through out there organisation and the work that is needed to be done to maintain it and also work towards bring growth in the organisation. Sustainable growth of Netflix is to provide a good working environment and on-going training though training programmes. Managers take direct feedback from employees on their progress and helping them where it is necessary so the employees can work as a part of a team or individually this will give them a chance to provide their best and take responsibility when dealing with customers. 
Social 
The CEO of Netflix Reed Hastings, is known for donating his personal funds to charities like Giving pledge charity. He says the ‘’good guy’’ feel of Netflix starts at the head of the company and proceeds down and out to people of need. Netflix employee are treated well and the environment is relaxed there is no business dress code and workers get a number of vacation each year. The hospitality spreads beyond the workplace, they give away student scholarships and charities providing low-income student financial aid.  (guardian.com, 22.03.19).
Netflix has become something that affects many lives in many areas the aim is to satisfy the customers and make sure they are happy with the service that they provide. It is also proving to be cheaper for customers to access Netflix than going to the cinema or buying DVDs. Netflix is a direct completion to the TV industry (forbes.com, 23.03.19).





[bookmark: _Toc4754400]Quality in Netflix

Netflix in constantly trying to keep up with the fast moving technology , competitors and the demand they have to meet, Netflix is a good stable business and this is why quality is the main source of their existence they have to work on service quality, and the ways to provide the best services to customers. Quality is about meeting needs and expectations of customers and the path for the business to survive. Netflix uses cost leadership strategy and the help of the framework called porters model five forces to be their generic strategy, to help them develop business. (Bartleby.com, 23.03.19).

Legal
In 2016 to meet the growing demands of televisions and films studios over copy right access to content Netflix introduced blocking workarounds for users who access other Netflix countries via technical workarounds, this will affect small segment of users around the country. (Greenberg, 23.03.19).


3.6 
[bookmark: _Toc4754401]Identify the gaps within the organisation CRM system of ethics and sustainability.

Tesco and Netflix was used to analyse 3.1 to 3.5 the gaps to CRM system between both, Tesco and Netflix work according to the CRM model. Both organisation have been found to communicate its ethical values and beliefs though code of conduct and mission statement and have policies as guidelines to process their business. Tesco and Netflix also believe quality reduces cost which is very important for an organisation and shows through the service they provide, Tesco and Netflix are very different in the service they provide but not different in the way they use ethics, sustainability and the quality in the CRM system of their business. Tesco and Netflix are thriving businesses, and see the ability to see beyond own self –interest, and are both successful in their field of business in their own right, and take work seriously as both strive on loyalty customers. The organisation have pay fair wages, no child labour and their services which is constantly updated and both organisation are always building on the newest innovation that hits the market so consumers don’t miss out. 
The customer data also helps them to recognise the needs and future purchases of the customers. The employee engagement is also something both companies invest in and take seriously, so the best service possible is provided to the customers and employees can work efficiently within the organisation. Tesco and Netflix take feedback in to account and this is followed up on regular basis, and action is taken accordingly. It has been identified that Netflix has less competitors compared to Tesco and has to fight more for survival bringing new ideas and great customer service to maintain and be head of the game. According to tescoplc.com, Tesco are more environmental and constantly looking for ways to reduce carbon foot print. Netflix are also trying to save electric by being environmental friendly and using reusable energy which helps to reduce the usage of energy used within the organisation.
According to guardian.com, 2019 Netflix is political and works on flat hierarchy structure, where Tesco don’t believe in hierarchy structure and takes everyone involved into consideration before making decisions. Tesco also compared to Netflix has a longer relationship maintaining their employees and customers by loyalty cards and offers. It has been identified that Tesco and Netflix both adapt to Porter’s five forces business strategy tool which is used to analyse the attractiveness of an organisation structure. These models and theories are very important to organisation and have shown to be used in successful businesses.
[bookmark: _Toc4573535]
[bookmark: _Toc4754402]Conclusion

The writer has come to a conclusion that ethic, sustainability and quality is key to any business and its CRM system. The CRM system is a tool that guides and which gives the best outcome covering all the important factors that is necessary for the organisation and also taking account of the employees and their customers. It has been proven by sources and leading organisations that every business which strongly are dependent on their CRM system have achieved more and are successful in running their business and the employee relations. The writer has identified after comparing both Tesco and Netflix both strongly rely on the CRM system and the policies of the companies work as guidelines and structure to help them work in the appropriate manner to bring success to their business. Tesco and Netflix have one goal that is to have trust and to be transparent within the business, and wants to keep loyal to the customer so they become repeat customers and stay longer with them as well as give them recognition to others. Tesco are more ethical and sustainability in quality due to adapting to management theories, framework used as well as having structure in business.
[bookmark: _Toc4573536]



[bookmark: _Toc4754403]Recommendations

The writer would recommend Netflix to use Deming, Juran, and Crosby’s Quality principle models which acts as guidelines and points out the importance of management and employee relationship, the model also points out the importance of training and 360 appraisal which Tesco are already using within the business, and has shown to be effective and successful. 
The writer also recommended using Management theories and framework models of ethical decision and sustainability in organisation, keeping ethics, sustainability and quality will reform the business. Also using the fishbone theory and the framework will be a benefit for the both organisation, which will provide better understanding of any issues that arises. 
Compared to Tesco, Netflix has been identified the need to adapt to the any quality principle models for training their employees which will give more productivity and motivation as well as better culture within the organisation. To better themselves Netflix can learn from Tesco how to manage their employee by giving more training and guidance as well as how to deal with ethic, sustainability to maintain quality to bring more productivity. Netflix need to follow companies like Tesco and try to get more engaged with the employees by providing a 360 tool that Tesco uses to serve number of different workers in peoples programs, including employees, senior managers and directors
It has been identified that Tesco need to use more sustainability for resources to be more environmental friendly, finding new innovations of being more economical and reducing waste which can also be done including more social factors. 







[bookmark: _Toc4573537]
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Crosby’s Principle method 
There are many theories that can be adapted to Quality in workplace including Crosby’s principal method which consists of fourteen- step program for quality improvement it is quite straight forward and is a combination of both quantitative and qualitative aspects. Crosby’s theory of total quality management efforts which consists of a program of 14 steps the theory relies on the foundational thought of all 14 steps of quality needed in a workplace. Crosby’s theory was that any organization that spent money on quality improvement was money that was well spent.
First two steps are Culture in workplace, the first being management commitment, taking responsibility for any obligation made and achieving quality.
The second step being managers and other staff must break out of their comfort zone this can be position, power within the organization.  
Step 3- Quality measurement.
Step 4-Cost of quality evaluation.
Step 5-Quality awareness.
Step 6-Corrective Action.
Step 7-Establish an Ad Hoc Committee for Zero Defects Program.
Step 8-Supervisor training.
Step 9- Zero Defects Day.
Step 10-Goal Setting.
Step 11-Error Cause Removal.
Step 12-Recognition.
Step 13-Quality Control.
Step 14-Do it Over Again.
(Tom Peters, 1992, Quality, second edition, 2002, John Beckford). 
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Sustainable development triple bottom line
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