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Executive Summary
Researcher identified and discussed about the ethical and sustainable status of the organisations to deliver the quality service throughout the CRM procedure for John Lewis and partner, Lloyds group and Tata still industry. The process of CRM has been well recognised and implemented and has impacted to the stakeholders, social and routing the circular economy and environment to sustain. 
Researcher found the issues of handling the IT cost overburdened for the profit John Lewis and partners hence recommended to overcome the issues for the implement the CRM policies.
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3.0 Findings:

3.1 Ethics

Ethics must begin at the top of an organization. It is a leadership       issue and the chief executive must set the example.      
                                                      Edward Hennessy
                                                         (developingsuperleaders, 2019)



Ethics is knowing the difference between what you have a right to do and what is right to do.      
Potter Stewart

(Wiseoldsayings, 2019)

Ethics or moral philosophy is the principals of an individuals which is more about the concepts of doing things right or wrong conduct of systematization, defending and recommending. 
Which means Ethics is the system of moral principles of human being that reflects on an individual or the society which is good for them.
Greek word ethos which can mean custom, habit, character or disposition.
Ethics includes the following dilemmas such as:
How we can live good
Our rights and responsibilities
Our language right or wrong
Moral decisions for life, good or bad            (BBC, 2019)

Ethics is the science that deal the conduct of our judgement what is wrong or right, good or bad simplify the conduct as moral conduct or moral life.
 In other way a systematic conduct of our judgement from our standpoint of view ‘right or wrong as a moral conduct of behavior and good or bad as practices and behavior which refers to business ethics.
(Gutenberg, 2019)

Business ethics 
Business ethics defines a standard guideline or principles for the conduct and decision making for the employees and managers. The two types of ethics are Descriptive and Normative ethics.
Descriptive ethics is more about describing, characterizing and studying morality and
 Normative ethics justify, display and communicate the ethical values throughout the policies, mission statement and value statements.
Ethics is seen in every sustainable business such as exists quality, making a good customer relationship management in terms of good payment terms also within the staff relationship and tax returns. A practice of good ethical principles is the foundation of every successful job.
(Weybrecht, 2014)







3.2 Sustainability

‘’Earth provides enough to satisfy every man’s need, but not every man’s greed’’

                                                                             Mahatma Gandhi
Kartajaya and Setiawan says,
‘’Different strategies are required to communicate sustainability mission and values to the consumers, employees, channel partners and stakeholders. Substance is the key of effectiveness communication which consider to establish a sustainability vison.’’
(Blowfield, 2013)

According to the Brundtland definition
‘’ For the business enterprise, sustainable development means adopting business strategies and activities that meet the needs of the enterprise and its stakeholders today while protecting, sustaining and enhancing the human and natural resources that will be needed in the future.’’
The core of sustainability development means the appropriate balance and interaction between 
· Social equity which refers to human rights, peace, security, justice and equality.
· Environmental protection refers to water, energy, agriculture, fish, forest and air also referred as planet. 
· Economic development such as poverty reduction, responsible consumption, corporate responsibility, waste management, employment and education.
Two other elements also ties with these three aspects such as 
· Governance which refers a controlled principle for sustainable development promoting structure within local, national and international levels.
· Culture which includes our values, attitude, goals and practice provides a sustainable framework which guide us the day to day behavior.

Weybrecht, (2014). p14-16



Many models have been developed for the sustainability by the business, NGO’s and other organizations based on the balancing of Social, Economic and Environmental factors.
                               [image: ]
                                The triple bottom line
In the late 1990’s Elkington coined the phrase of sustainability the Triple – bottom - line as TBL in the Harvard Business review and since the sustainable business concept developed and has grown often called as People- Planet- Profit concept.
There are many practitioner and academics researching the sustainability concept but TBL is still complemented for the traditional business concept now a days.
(Richardson, James and Kelley, 2015)

The five capital modal drives the good and services to improve the quality of lives such as:

Natural capital
Human Capital
Social Capital
Manufactured capital
Financial Capital

Sustainable Marketing
In 2008 Gosnay and Richardson says sustainable marketing is predicted on principles of the Triple bottom line TBL. Sustainable Marketing decisions should be Ethical and Sustainable business concepts to resolve the tensions of the consumers wants and needs, make the opportunity for a long-term relationship with consumer and fulfill the company’s requirement and societies long run interest for the environmental balance. 
Richardson, James and Kelley (2015) p13

3.3 Quality
Quality is 
‘Totality of characteristics of an entity that bear on its ability to satisfy stated and implied needs’
                                                                            (BS EN ISO 8402 1995)
Quality originates from Latin word ‘qualis’, Quality typically claimed by feel, taste, instinct and smell.
Betz Dearborn ltd defines quality as ‘that which gives complete customer satisfaction’
Rank Xerox (UK) defines as a ‘providing our customer, internal and external, with product and services that fully satisfy the negotiated requirements’
The Utility division of united utilities defines quality as 
Understand and then satisfying customer’s requirement in order to improve our business result.
Continuously improving our behavior and attitudes as well as our processes, products and services.
Ensuring that customer focus is visible in all that we do.
(Dale and Bunny, 1999)
Quality is ensuring the arguments and presentation which refers to the expected or claimed expectation. It is an ability to satisfy the needs, can be measured by the taste, smell, instinct, service, presence, process, result and many other ways.
Quality term can be distinguished in organisation, institute, event product, service, action and also in communicating.
In terms of organisational quality system it refers all facts of an organisational operations from identifying and meeting all the needs and requirement of customers, designing, planning, purchasing, manufacturing, storing, delivering service, communicating and also relevant activities. All this activity must be developed and meet the standards. 

3.4 Impact of CRM
A satisfied customer is a loyal customer. A good practice and implementing a system such as Customer relationship management system which allows to identify the customer’s thoughts, feelings and concern.
It’s fair to say satisfied but a loyal customer likely provides a word of mouth (WOM) stimulating and bringing new customers to the company.
CRM developed mid 1990’s in the context of IT which means throughout the use of the data base technologies the company can analysis the customer’s needs and wants, understand the customer, can also monitor the level of activity and way to establish a long-term relationship with the customer.

Key points:
Customer satisfaction management is preferably Customer relationship management. CRM is a policies and applications should be philosophical such as Ethical aspects and sustainable marketing oriented for the consumers’ needs and wants along with the company’s internal and external aspects. 
Richardson, James and Kelley (2015) p56
In 2008 Gosnay and Richardson says sustainable marketing is predicted on principles of the Triple bottom line TBL. Sustainable Marketing decisions should be Ethical and Sustainable business concepts to resolve the tensions of the consumers wants and needs, make the opportunity for a long-term relationship with consumer and fulfill the company’s requirement and societies long run interest for the environmental balance. 
Richardson, James and Kelley (2015) p13
CRM process allows huge data and information, as customer change, to full fill their desire, needs and wants management and manager’s needs necessary skills to analysis the data, consider about the ethical issues for a good judgement, sustainable marketing concepts to offer them a desired product quality enhancing the company to establish a long term relationship with the consumer, supplier and stakeholders. 
Richardson, James and Kelley (2015) p56

Triple bottom line impact
The concept of John Elkington for the traditional business accounting framework for the three important Ps such as Profit, people and planet aims to calculate financial, social and environmental performance which refers to the procedure of TBL ensures of doing business.
The knowledge and growing awareness of TBL impacted the people policies around the geography where companies pay a closer eye of ethical standards for their consumers, suppliers and stakeholders and meet over the social and environmental standards. 
Companies maximize the TBL outcomes by developing the human resources, upgrading and achieving the essential the matric. Companies helping the people to connect, grow, learn and develop them and serve the customers and thus build the brand thus has an enormous impact of CRM.
(EnterpriseAlumni, 2019)

3.5
Ethics, Sustainability and quality drives the CRM system of Organisation’s 
John Lewis and Partnership
As per, researcher found John Lewis – partnership their principles such as Purpose, Power, Profit, Members, Customers, Business Relationship and the Community, among from their 7 principles, 
The principles of John Lewis and partners, Members refers to the Ethics, the people working with John Lewis their ability and integrity committed to working together to support the principles. Members are supported by the company and the relationship made with mutual respect and courtesy, equality and recognised and valued by upskilling, providing knowledge and reward them fairly by their individual contribution. 
ETI Director Peter McAllister express that ‘John Lewis is seriously committed tackling the challenge in trading ethically presents such as workers issues, community and working poor out of poverty during the difficult economic times.’
(Ethicaltrade, 2019)
Profit Business, Customers and Community principles which refers to the Sustainability of the business partners aimed the sufficient profit from the trading and sustain the commercial validity. Partnership determined to deal with the customers with their outstanding value and service to gain the customers trust and loyalty. 
The Community refers for john Lewis and partners contribute for the wellbeing of the community and looking after the environment for a sustainable society and planet.
Purpose which comply the Quality of service and product. The main aim for the happiness of all member to satisfy them, owned the trust of partners and they take the ownership of the company and pay a quality of service and product which is very much related to the CRM system.
(Johnlewispartnership, 2019)

Researcher argues, CRM refers to behavioral economics, people are the assets of company and customer are the core of business, when they treated fairly and supported, they behave and act towards the principles of the company, understand the core of customers feelings, needs and wants, the outcome brings the quality of work and service, company financially benefits and sustain in all aspects. 
Sweeney anticipates CRM relates the behavioral economics,
 “ We are applying a more psychological approach to how each communication is delivered in terms of copy and layout; but also digging deeper into the overall life goals of our customers.”  

(Smith, 2019)

Lloyds group
According to the Lloyds ethical policy statement they are committed of highest standard of ethical responsible behaviour and approaches to do business also committed operating responsibly for sustainable business thus they create a long-term value for their customer and shareholders and earn loyalty.
CRM is very important in Banking, Lloyds banking group obtaining a long-term relationship with their customer, customer satisfaction and  customer loyalty for the ethical responsible banking system also applying a CRM system. An effective  use of CRM policies Lloyds has increased customer satisfaction and market share and retained customers, partners and stakeholders.
The other policy statement of Lloyds such as
‘Investing in communities to help them prosper and grow, working responsibly with our stakeholders’ thus they contribute positively in the community relevant to their needs also for individuals, household and businesses. Working responsibly, they avoided financing that are prohibited by the UK and international trade also avoid lending investment in business for environmental risk which comply to the sustainability of Lloyds group business.
All about the quality of service Lloyds follows the policy statement such as  ‘Putting customers at the heart of our business’ they value the customer, help them to access appropriate, affordable and structured credit always support them when financial difficulties investigate the complains and treat always fairly. Also acting with the integrity, never gain unfair advantage, prevent and detect financial crimes. 
(Lloydsbankinggroup, 2019)
CRM is very important in Banking, Lloyds banking group obtaining a long-term relationship with their customer, customer satisfaction and  customer loyalty for the ethical responsible banking system also applying a CRM system. An effective  use of CRM policies Lloyds has increased customer satisfaction and market share and retained customers, partners and stakeholders thus the sustain the business.
Lloyds follows chattered banking foundation board standard and committed to restore the public trust and confidence with high standard professionals and the quality of service. Employees are well trained, skilled, behaviours refer the consistent identity, fair handling to understand the customers needs and desires face to face and online services.
(Lloydsbankinggroup, 2019)


Lloyds in terms of their service quality awarded for the responsible making to the people, business and communities all over the UK.
Best Bank in the UK World’s Best Bank in Western Europe for Corporate Responsibility2018

(Lloydsbank, 2019)

Lloyds has committed to invested £3 billon in technology which refer to the digital banking to develop the service quality to build up customer relation, trust and loyalty to retain in business. By September 2018  bank rose £4.7bn from £4.6bn a year previously.
(The Drum, 2019)
Lloyds chairman announced  the new strategy which is pointed the new CRM strategy for the quality of Lloyds business “powered by technology designed to create the most customer-centric digital insurance platform in the world”
(Lloyds, 2019)

Throughout the quality of service in CRM system Lloyds achieved to gain the trust of their customer and shareholders, earned loyalty and retained customer in the businesses.

Tata steel

Ethical behaviour 
The founder of Tata group Jamsetji Tata believed the business must be driven in such way so that respect the rights of all stakeholders and thus create overall benefits for the society. Tata believes that a best practice of corporate governance can develop continuously. Tata holds for the employees a personal responsibility that help will help to preserve human rights for the everyone in the industry and within the community.
All employees hold responsibility to maintain the corporate and personal behaviour to the standard code of conduct of the company. Tata maintain the highest standard of own code of conduct to the issues such as integrity, excellence, competition as well as corruption, bribery, fraud and conflicts of interest. 
(Tatasteeleurope, 2019)

Sustainability
Sustainability is the balance of economic activity, social benefits and environmental responsibility. Therefor the goal is for the positive contribution for the social and community benefits. Tata produce and manufacture close to recycle loop and in relation with the social values product.
Tata is the member of ultra-low co2 steel making has got a pioneer membership with the Europeon union manufacturing company committed reducing the co2 emissions 50% by 2050.
Tata is proud of steel product which goes to make the world’s sustainable building and transport manufacturing. 
Above all Tata is committed to operate the way where people are safe, respect for the environment and behave responsibly to sustain for the business, community and economics.
(Tatasteeleurope, 2019)
Tata work with the local authorities and waste management bodies to recycle steel packing at their  Tata still Port Talbot workplace.

Quality
The mission of Tata industry slogans
'To improve the quality of life of the communities we serve globally, through long-term stakeholder value creation based on Leadership with Trust’.
(Tata, 2019)
Tata group operates in 100 countries around the world , in 2017/18 they made revenue of $ 110.70 billion and the current employees over 700,00 people, such a world’s 5th biggest industry. 
Tata maintain to keep relation with their customer such as CRM unite at Jamshedpur , India. As Anand Sen, Tata steel said
‘’CRM Bara is truly a customer's plant, wherein the bulk of value addition is done before the material enters the customer's premises.’’
(Business-standard, 2017)
As per researcher found the quality of service and product of Tata comply the higher standard, recognised and appreciated by customer, partner and stakeholders more than 100 years. 
Since started the digital revolution tata group use the highest standard of their CRM strategies to pursue the customers’ needs requirements and to understand the feelings accordingly maintain the quality of service and product to build-up and maintain long term customer relationship and to retain them.

3.6 Gaps
People have different and wise sopping behaviour and trends to spend time online shopping.
Through out the analysis of the organisation researcher found that
John Lewis and partners highlight the corporate responsibility achievements. The sustainability hit a target of 65% reduction of carbon against 2010 base line. In terms of health and wellbeing has a significant achievement. John Lewis adopted the better work programme for high risk countries such as Cambodia, Vietnam, Indonesia and Bangladesh. 
 (Co-operative News, 2019)

Apart from that researcher identified as John Lewis claims that profit has dropped for the IT cost and John Lewis and partners experienced strong mobile traffic during the high season of sales.
(Co-operative News, 2018) 
According the research Lloyds bank comply the high standard of ethical and substantial policies to bring benefit for the people, plant and economy. There are no gaps found and as Lloyds leading an example of quality service and responsibilities, making awareness to reduce the co2 emission by their investment policies. The people, society and the planet getting benefited by their care and good customer relationship management.
Lloyds recently committed of £3 billon for Green investment and £1 billion for the other energy efficiency infrastructure development. 
(The Manufacturer, 2018)

Researcher found no gaps throughout the research of Tata steel industries. Tata is highly recognised and recommended steel industry in the word. Tata group has long committed for the sustainable development. Tata meet the expectation of their stakeholders, advancing the circular economy and taking care of the planet throughout their responsible policies and has excellent impact from the customer relation management. Tata is  committed  the best possible solution for the business, clients and the people of the industry for today and tomorrow.
(Tatasteeleurope, 2019)








Conclusion



The above organisations, CRM system has been recognised and driven to build up a long-term customer relationship and a continuous improvement of business.
Organisations considered and many of them have their own principles to maintain and follow the ethical and the quality standards to sustain their business which is very much connected to the CRM process.
In other way organisations committed the socio, economic and environmental factors also build up a relationship with their customer, partners and stakeholders for the long-term commitment of service. Organisations has complied the ethical principles and committed to proof the quality standards. 
Apart from Lloyds and Tata still, John Lewis and partners has experienced difficulties of mobile traffic during the high sale season and struggled to bear the IT cost for the digital services.
Here researcher found the sustainable difficulties of John Lewis and partners during the time.








5.0 Recommendation


Eckerson and Watson (2000) supported ‘CRM gives full advantage of technology, collect data and analyse the data of customer to go in detail of customer’s behaviour, proper respond with communications, and deliver product and quality service to individual customers. Technology allows a company to create a 360-degree view of customers to identify the best interest and needs of customer.’’
(Emerald, 2017)
All about researcher has no recommendation applies for Lloyds group and Tata Still in related to the quality service of CRM. 
But researcher conclude to improve the CRM of John Lewies should implement and restructure the CRM policies such as
· To allow/ provide necessary funds investment for the digital improvement as future marketing habits trends refer to online oriented.
· Make awareness of CRM uses to the customer, stakeholders and partners also engage them for the responsible behavior for the social and environmental respect. 
· Managing for a successful CRM need to implement a combined and balanced approach to technology.
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