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Introduction 
This report discusses Emirates Groups of Companies and its implementation of Customer Relationship Management system (CRM) in the company, should conclude the importance of Customer Relationship Management (CRM) in the company, talk about the ethics and sustainability of the company, should discuss Critical literature review on quality models and theories, and give a brief definition of Emirates Groups.
Emirates Group
Currently, Fly Emirates has one of the largest fleets, consisting of Boeing 777 and Airbus A380 aircraft. The Emirates Group was founded in 1985. The organisation enjoys being customer-focused, thus it strives to provide clients with sumptuous, safe, and comfortable flying experiences. Customers from all over the world can use Fly Emirates' transportation services, in-flight entertainment, meals, opulent first-class lounges in airports, and various lodging options. As a result, the company's major business goal is to become a respected supplier of air transport services by providing consumers with unique and luxurious travel experiences. Perfect communication and client retention are critical to the company; thus, management should invest the necessary time, energy, and resources in developing these methods for managing client relationships that will speed up business decision-making by gathering more information about current and potential customers.
 Ivy Panda (2020).
Ethical
Because of their extensive international operations, the Emirates Group must conform to all local legal duties as well as moral and ethical standards. They will always conduct business in accordance with all applicable laws, regulations, and moral standards in the United Arab Emirates and any other countries where we have operations. They must follow all applicable laws, regulations, and moral values. Any employee who discovers a conflict between local legislation and this Code should notify their line manager, HR, or Group Legal, according to group policy. Those who violate the laws and regulations will suffer repercussions. The Emirates Group has voluntarily agreed to uphold the Global Compact's anti-corruption, moral workplace standards, environmental sustainability, and human rights principles. They place a high importance on the security of their partners', employees', and customers' personal information. The Emirates Group is dedicated to continuing to conduct business in a manner that respects, fairly handles, is open and honest about, and protects the privacy of individuals who entrust the organisation with their data. The Emirates Group respects the privacy of all additional information provided by our clients, associates, and business partners. Every member of the Emirates Group team is expected to exercise the highest discretion while dealing with sensitive information affecting customers, workers, and corporate partners.
They remain adamantly opposed to modern slavery and human trafficking. They say that they are committed to conducting business in an ethical and honest manner, and that they make every effort to comply with all applicable laws and regulations surrounding human trafficking in the countries where they do business. To comply with legal requirements as well as the Group's ethical standards and expectations, all Emirates Group employees are required to follow the Group's Anti-Slavery and Human Trafficking Policy.
The Emirates Group organization's competitiveness is considerably enhanced by its dedication to ethics and social responsibility. The derivative competitive advantage manifests itself in two distinct ways. Ethics and corporate social responsibility can be viewed as a sort of self-regulation that assists corporations in staying out of difficulty with the law and the community. It also serves as a form of marketing by increasing one's reputation. Consumers,
According to Hayward, suppliers and investor’s view organisations that practise ethics and social responsibility as trustworthy. Total quality management is a component of Emirates Airlines' operational management operations. Like any other competitive organisation, its competitive advantage originates from quality, which it must seek to protect by knowledgeable quality management practises. Using these strategies, the company can continue to operate without government help or intervention. The Emirate Airlines operates Boeing and Airbus aircraft. This airline is one of the few that uses wide-body aircraft. The airline presently operates the most Airbus A380 planes. Boeing and Airbus are both employed to meet the needs of various customers.
Sustainability
They are committed to decreasing the environmental impact of their operations in all their businesses and initiatives, including their supply chain. They strive to operate our assets in the most ecologically responsible manner possible, using energy and resources as efficiently as possible, reducing waste and emissions, and assisting in the preservation of species and habitats.
Environmental policy
Environmental issues and greenhouse gas emissions are becoming increasingly significant to their clients, staff, and regulators. Under the Emirates Group's Environmental Policy, which is presented to employees, customers, and other stakeholders both internally and externally, Emirates has committed to operating in an environmentally responsible manner.
The Emirates promotes its sustainable operations through three important environmental programmes.
1. Reducing fuel emissions.
An airline's usual fleet should be modern and efficient, and Emirates has one with an average fleet age of 7.3 years in 2020-21.
It also has a fuel conservation programme that consists of a fuel tracking system, flexible route planning with air navigation partners, air traffic management to create efficient routes, and aircraft weight management to reduce weight and hence fuel use.
Among the program's primary plans is the use of Flex tracks or Flexible routings, in which the airline collaborates with air navigation service providers to create the best flight schedule for every flight, utilising natural tailwinds while preventing headwinds and weather conditions. Creating procedures in partnership with air traffic management service providers to improve operational effectiveness. Fewer flights in holding patterns, for example. Free Route Airspace should be made more accessible, and better routing should be established.
The implementation of a dependable fuel monitoring technology and cutting-edge data analytics has minimised the amount of discretionary fuel uplift from crews and dispatchers.                
 Emirates regularly examines its in-flight facilities and cabin atmosphere to lighten planes and so minimise fuel usage without losing passenger enjoyment. Recent efforts aim to improve forecasting of potable water uplift in each flight by employing data analytics and soon, machine learning and artificial intelligence. Converting the complete cockpit crew to electronic flight bags, which reduces the weight of the previous flight bags and allows pilots to conduct flights more swiftly and effectively while using less paper.
A well-maintained aircraft also contributes to the efficiency of flying operations. Emirates decreases its fleet's carbon dioxide emissions by about 200 tonnes per year by cleaning plane engines using a cutting-edge foam wash process. On top of that, the business cleans its aircraft using a dry wash procedure, which maintains the aircraft clean for a longer period of time and saves 11 million litres of water every year. Because there is a smaller dirt buildup, the aircraft consumes less fuel and only has to be washed three times a year, as opposed to the standard six.
In addition, at two of the airline's key facilities in the UAE, the Emirates Engine Maintenance Centre and Emirates Flight Catering, Emirates has invested in solar energy systems to provide clean electricity. 
The company will be able to reduce traditional energy consumption by 15% across its laundry, food manufacturing, and staff housing facilities thanks to the 8,112 individual solar panels on the Emirates Flight Catering rooftop power plant, which is expected to produce 4,195 megawatt-hours of electricity annually. As a result, EKFC will release three million kilogrammes less carbon dioxide per year, which is equivalent to the amount of power consumed by 518 family homes in a year.
t also intends to construct the world's largest vertical farming facility in conjunction with Crop One, a US-based industry leader. The 130,000-square-foot controlled environment plant will produce 2,700 kilogrammes of high-quality, herbicide- and pesticide-free leafy greens daily while using 99 percent less water than open fields. Because of its location, it will be possible to offer fresh foods promptly after harvest, conserving nutritional value and minimising transportation-related carbon emissions.
2-Conducting responsible operations.
Furthermore, the airline states that it is "committed to responsible consumption by making intelligent choices about what products we buy, how we source them, how we handle waste disposal, and how we consume water and power."
Because of the size of the airline's operations, "even a small change can make a big positive impact with a low carbon footprint."
Each Emirates aircraft is said to have 50,000 to 60,000 distinct goods, including meals, amenities, safety equipment, and bedding. Furthermore, it "prioritises suppliers who can demonstrate ethical and sustainable practises while providing good value and quality."
The tea offered in all cabin classes is carbon neutral thanks to the company's tea supplier, Dilmah Tea.
In addition, the airline. Since 2017, the airline has also used blankets made from recycled plastic bottles in economy class. Since then, 95 million bottles have been saved from landfills.
3-Protecting Biodiversity.
Plans for a visitor's centre at the DDCR, which attracted more than 125,000 visitors in 2021, are being developed in order to improve the visiting experience and serve as a platform for developing educational activities for schools and higher education institutions.   
Emirates presented the Emirates One & Only Wolgan Valley in 2009, a resort dedicated to environmental protection that occupies 1% of the Greater Blue Mountains World Heritage Area's 2,800-hectare nature reserve.
The resort was designed with green building principles in mind, incorporating technologies such as heat pumps, solar panels, and passive ventilation systems to reduce energy and water consumption. At the time of its debut, Emirates One & Only Wolgan Valley was the world's first carbon-zero certified hotel as well as the first carbon-neutral resort to be accredited by a globally recognised greenhouse gas programme. Tom Otley (2022)
Review of the literature on quality models and theories.
According to a recent survey, customer loyalty is one of Emirates Group's top priorities, since do organisations nowadays prioritise creating client loyalty in order to expand market share from a global viewpoint and achieve their objectives? A company that goes above and beyond to satisfy and delight its consumers will do everything in its power to increase client loyalty. Customer retention will increase revenues, encourage positive word-of-mouth, and minimise the cost of failure while cutting market expenses connected to trading, transactions, and customer replacement. Furthermore, they regard consumer choice as an evaluation of the characteristics, outputs, and repercussions of the product that assist customers in achieving their goals in each situation. Thus, perceived value will vary depending on the client's experience and the standard of how the service meets expectations and how well it does so; from this vantage point, they place a high value on customer pleasure, loyalty, and service level. Caudernos de Turismo,45(2020),219-238.
Emirates Group's emphasis on customer strategy has altered how the organisation develops customer delight. Recently, service-oriented organisations in general have paid close attention to both customer satisfaction and customer joy. However, the management's decision on what to supply to maximise consumer enjoyment remains a difficult subject. To address this issue, a set of innovative criteria affecting both consumer satisfaction and enjoyment in the UAE setting were devised and evaluated in this study. Among the factors are perceived service value, perceived service quality, perceived price fairness, and reported service recovery. In order to collect information, 420 clients from Etisalat Company's 28 offices in Dubai were given a standardised questionnaire. To evaluate 350 valid surveys, factor analysis, correlation, and regression were employed. According to the study's findings, consumer pleasure and joy may be formed and quantified by views of service value, service quality, price fairness, and service recovery. These perceptions can be viewed as crucial success criterion. The findings can be used to advise organisations and service providers in retaining customers and improving company value, particularly when organisations and service providers focus on how customers perceive their offerings rather than what those offerings are in terms of goods and/or services... So, the quality model of theory employed by the Emirates Groups is the Deming quality model, because the Deming quality model posits that higher quality leads to enhanced productivity, which leads to a long-term competitive advantage.
According to the hypothesis, quality improvements result in less rework, fewer errors, fewer delays, and better use of time and resources, which reduces costs and increases productivity.
Conclusion
Making decisions entails asking yourself not only "Is this the right decision?" but also "Is this the best decision?" In order to make the greatest decision possible, managers will need ongoing access to relevant information.
Within an enterprise, multiple types of information systems should be operational at the same time. A corporation will succeed if it has information systems in every function, including production, sales, and human resources, as well as finance and accounting.
The usage of customer relationship management systems allows businesses to engage with customers more efficiently, as proven by the case of Fly Emirates. Incorporating CRM systems into corporate operations tells a lot about the organization's aspirations and objectives, as well as attitudes towards customers. Fly Emirates employs CRM tools to assess customer information and target new demographics and groups, such as families with children. Fly Emirates was able to build trusting relationships with clients because to the deployment of the Knowledge Driven Inflight Service, which also made working for workers much easier. CRM systems' key advantages are increased revenue and a more efficient sales process. Employees, on the other hand, may be hesitant to implement CRM systems due to the considerable learning curve involved with them. My advice is that every organisation employ Customer Relationship Management to attain the goals. 
H Alzoubi, M Alshurideh, B Al Kurdi, and M Inairat (2020).
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