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Executive summary 
The purpose of this report is to investigate customer experience of organisation of the following, ethics and sustainability. The editor and his team are undergoing research   to find out the benefit of engaging ethical trading and building sustainable resource of customer relationship. The research will look in to the possible impact of organisations quality system that may have of the customer relationship. Once the research has progressed the editor will conclude the report and mention the benefits of ethical and sustainability and whether it impacts the organisation and the customer relationship. 
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1.0 terms of reference 
The editor has requested the report.
The purpose of the report is to research and find the benefits of engaging ethics and sustainability. And organisation customer relationship.
The editor has compiled the report.
Brief outline of the problems is the task where the editor and this team have to research and find out the benefits and the outcomes of customer relationship.
The submission date of report is 5th of July
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2.0 procedure 
2.1 Websites, have been used for information for this report.
2.2 The finding of the report was used from notes, handouts and Moodle.
2.3 Books have been used to complete this report.  
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3.0 findings 
                 Definition of Ethics 

3.1 Ethics is a system of moral principles. They affect how people make decisions and lead their lives. Ethics is concerned with what is good for individuals and society and is also described as moral philosophy. (BBC, 2014)

Ethics in business term is guidelines and principles of organisations. Business that have good ethical principle tend to attract good employees and customers. This is because the business follows rules and regulations and, it is important for organisation to have guildlines and principles in order for managers and employees to respect the company they work. Business that don’t have good morals and lack on ethics are often held accountable for their action which can rein business reputation and low employee turnover. (Roddick, 2007)

One of the most excellent Ethical principle is the heart of a business. Business can improve ethics by providing goods and services that accomplishes consumer’s needs. This will show good code of conduct and morals of the business and, the consumers will be satisfied with the business ethics. Providing goods and service is partially one ethical aspect of a business. There are numerous ethics in a business and, as a business can be complex because it requires skilled and trustworthy people to help with product development, marketing, finance, management and sales. All these aspect are part in the ethics of a business. A well-managed organisation is a community of people on a common mission to be effective, efficient and ethical. (Collins, 2019)  

It is the responsibility of a manager to look after the organisations ethical environment. This is because of faultiness of human nature and control system. As customers or other organisation can compile a lawsuit against a business due to child labours working under harsh environment. This type of issues can ruin business ethics and employees will be discourage to be working in a business full of faults and, customers will be disappointed of the business even though the product may be good quality. 
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Definition of sustainability                     

3.2 Sustainability is the ability to sustain or put another way, the ability to endure.Sustainability focuses on meeting the needs of the present without compromising the ability of future generations to meet their needs. The concept of sustainability is composed of three pillars: economic, environmental, and social also known informally as profits, planet, and people. (Kenton, 2019)

Sustainability has countless examples as it includes various topics. The simplest form of sustainability is to maintain the balance of nature without damaging, in which people will benefit from and the environment safe and sustainable.  It is also a vision where people around the world can have access to education, healthcare, mobility and economic opportunity.  


In the business term sustainability is to maintain and prioritize a healthy long term survival of a business. In order to maintain a safe environment, the business needs to follow the three principles which are economic, environmental and social. This is also rephrased as profit, people and planet. (Mar, 2013)

Few strategies a business can sustain for a long term survival and to keep the environment safe, are to provide recycling equipment’s. This would be for big brand companies like McDonald, KFC etc. Providing equipment to the consumers would help the environment and be a strong sustainable future for the business. 

The other strategies would be sustainable process which is where business don’t waste people’s time by displaying products online and the description of the product does not meet the satisfaction of customers. For example the size are too small or the quality is poor due to description failing to mention this or the picture of the product seems very convincing. This would be time waste for customers and would not be sustainable process. (Rouse, 2014)
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Economic sustainability is to develop by giving people what they want without conceding the excellence of lifecycle. As the world is developing and people face financial difficulties, to maintain a balance life therefor it would affect the economic. The best solution would be to sustain economic growth by increasing pay rise and promoting jobs as this would be beneficial for the economic to maintain a balance. 

Environmental sustainability for a business would be to keep the environment safe for the employees and staffs. This would be maintained by setting rules such as no smoking in the business premises. Which puts other people in danger. People can also keep the environment sustainable by reducing carbon emission and pollution. This can be done by people who work local and are able to walk or catch a bus. . Ensuing the material that is used in the products are not toxic and are reusable and recyclable. Following these strategies can help business to maintain a healthy sustainable environment (Hedstorm, 2019)


Social sustainability for a business is to grow and be profitable and also reducing negative impacts by helping consumers do the same. Creating value for society by designing and delivering quality products that meets the economics and the environmental needs. Other social sustainability would be to look after the people’s wellbeing and health. Ensuring people are protected from any harmful activities. Business that focus on the three principles can ensure and navigate sustainability to maintain a long term survival. (EnvironmentalScience, 2019)  
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                    Definition of quality 
3.3 Quality is about meeting the needs and expectations of customers. Quality isn’t just about offering a product or service that exceeds the standard, but it’s also about the reputation you gain for consistently delivering a customer experience that is “above and beyond.” (Quain, 2019)

Quality is not only referred to products and service. Quality is widely spread referring to different assets. For example quality of experience which includes customer service where employees have good characteristic and interact with customers showing good quality performance. Atmosphere of corporal Environments such as restaurants with interesting amusement and design for the public.  Data quality where organizations use information to benefit the business and other aspects within the organization such as how quick date is updated and deleted. Good quality data is useful to support process, procedure and decision making or problem solving.  Information quality which includes accurate information which organization can rely on and it’s supported by reputable source. Quality information like customer feedback benefits organization as organization can make improvements. And quality of life where people have the best education and acquire high level of knowledge. (Spacey, 2017)



Quality products will always be in high demand in the market. People would prefer good quality products over low quality as it last longer and can be sold for a cheaper price after use. For example quality phones like apple which is a huge brand and has made a very successful market over the years.  

Quality is about the standards and excellence of products and goods which last long and people are satisfied with the quality and reducing the risk and cost of replacing the products or goods. This will enable people to keep loyal and maintain a good connection with the company.   Quality has been variously defined as value, conformance to specifications, fitness to use loss avoidance and meeting or exceeding customer’s expectations. (Barofsky, 2012)
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3.4 impact on CRM system 
Customer relationship management (CRM) refers to the principles, practices, and guidelines that an organization follows when interacting with its customers. From the organization's point of view, this entire relationship encompasses direct interactions with customers, such as sales and service-related processes, and forecasting and analysis of customer trends and behaviors. Ultimately, CRM serves to enhance the customer's overall experience. (Hargrave, 2019)
Strategic CRM is concentrated upon the progress of a customer centric business culture. This culture is committed to engaging and keeping customers by producing and delivering value better than competitors. (Buttle, 2009)

CRM value chain model 
[image: See the source image]
Francis Buttle introduced this model in 2004 to participate an organization’s interior and exterior procedure to produce value for the customer at a profit. This model helps highlight on creating long-term relations through a culture that identifies customers and their needs, this is done by gathering documents and data and work methods to keep track of customers’ needs and maintain positive relations with people. (Chetty, 2019)
The primary stage of the value chain model helps track customers and identifies customers’ needs and desire that would make them happy. It also helps understand customer’s habit which is important to organizations to develop products and services that suits them best.  This method helps the organization to keep a relationship with the customers by helping customer’s wish to shape a long lasting relationship.

After doing research of ethics, sustainability and quality the editor will discuss why the three tools, ethics, sustainability and quality are part of CRM system. CRM system has been designed to help organizations to improve customer relationship and to improve sales and continue its growth. CRM is used for finding new customers by collecting high quality information for marketing use. Organizations collect data from various sources and these data are verified, combined and saved on the database ready to be used when necessary. This data will help organization attract new customers well as old customers. Using the information will enable organization to enhance the customer long term relationship. 

As CRM is designed to improve customer relationship, this will need to be combined with ethics, sustainability and quality.  The editor done research and has found the benefits of organizations ethics which includes guidelines that companies need to follow. Having these guild lines will enable an organization to be positive and the CRM system is part of ethics as it collects data and uses the data to help improve the business ethics. As customers will have further trust in the organization and will be happy to visit regular. This type of relationship will only increase the loyalty with the organization and will help draw in more customers from word of mouth.

As sustainability has three principle and it is important for an organization to consider these principle to maintain a healthy relationship with customers.  This is where customers will experience satisfaction or disappointed. Customers that have bad experience with a company will leave a dent on the organization as the relationship will be damaged and it will be difficult for organization to rebuild that trust they might have had for a long period of time. This is why it is important for Organizations to keep the three principle which are social, environmental and economical intact at all times. This is why the CRM is required to help the company collect data to meet the customer’s expectation and engage a friendship which would last long. 
Social Sustainability is a critical part of any organization because it disappointments the value of a company’s relationships with stakeholders. Social sustainability is an active way of dealing and recognizing company’s impacts on employees, workers in the value chain. Therefor the CRM helps company find any weaknesses and tries to meet the needs of customers. Both ethics and sustainability are part of CRM. (Muller, 2014)
While the idea of economic sustainability is simple, there are possible difficulties that may be created in companies such as economic value might be low as people would struggle to get jobs and be able to afford products or services. This is where the CRM comes in place to keep track on the customer’s likes and dislikes and customers situations. Accordingly the organization would try to meet the customer’s needs.
 Struggle to change can often lead to a less than effective use of accessible resource. Failure to track expenses and justify expenditure will also have opposing effects on the long term stability of the company and limit the likeness for sustainability. Therefor it is important for organizations to be careful and maintain a balance to keep customers satisfied.

Environmental sustainability is also crucial for an organizations relationship with customers. Companies that deal with food should use raw material which is environment friendly and in the process should design a waste disposal strategy that does not cause damage to the environment and is safe for customers. The three principle of sustainability helps the CRM to develop more accurate information that benefits the companies and making a profitable venue. For example companies like Burger King, Touch Bistro, and Punchh use raw and fresh materials to produce goods and have recyclable equipment making the environment safe. The CRM helps the companies keep track on customer’s frequent visits and what customer’s likes and dislikes are. It also helps employees to deal with customers politely and in a good manner which helps to attract more customers. (Binns, 2010) 

In the view of the editor the most important tool would be quality. Quality is part of the CRM and helps companies identify the quality products and service customer’s desire.  As customers look for quality, it is the companies’ duty to deliver the correct products as companies will have knowledge from customer data profile. This data will be used to produce quality products for customers. Quality helps create a relationship between customers and it is important for everyone in the company to be part of the customer relationship or there will be holes in the companies. It is complex dealing with customers taste but loosing customer will only reduce sales and it will be difficult to recruit the same customers again which would be expense as companies will need to spend money on resources. Therefore, the CRM is in place to ensure a healthy business and to maintain a good and long term relationship with customers. Examples of company that use CRM system. For instance, john Lewis have a CRM system in place which helps John Lewis keep track on the shopping experience of customers, knowing what they buy or what customers might like to buy. (Lewis, 2019)
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3.5 organisation CRM system 

John Lewis is a company which prides itself on its strong ethics and sustainability, and Business Social Obligation is at the core of the company. John Lewis do not have staffs instead the employees have shares of the business which is beneficial for the employees and the company. This will create a strong network with the customers. This will improve the CRM system by creating a continuous customer experience and gaining a deeper understanding of customer preference and it will anticipate customers’ needs more effectively. (Partnership, 2013)


The ethics and sustainability of Lloyds is the role which matters to society. Lloyd bank is one of the most popular banks in the market and has good ethics and sustainability. Lloyds bank help business grow by lending money to help improve business success. This is good ethical and sustainable morals the bank is giving hope to businesses that will create a relationship with the people benefiting both parties because the bank will make the money back and the business has a chance to establish new ideas or introduce new products in to the market. This will improve the CRM system as they will gather data and try to make use of this date to draw in new customers and slowly build a relationship with them. 
[bookmark: _GoBack]Samsung is a manufacturing phone company and is one of biggest brand in the world. Samsung has high level of ethics and sustainability. Samsung is devoted to provide respect for people, environment-friendly activities and shared growth with stakeholders in order to create a better tomorrow. Samsung are focused on recognizing and responding to sustainability issues based on principles and directions for sustainability management that reflect the characteristics of the business. The categories for sustainability issues include corporate power, ethics, environment, health and safety, employees, workplace, supply chain, and local community. 
Samsung Group's core values and business principle of ethical business practices and outlines the values and main concern anticipated of employees (Sumsung, 2019)
 The CRM system would hugely benefit from this company. This is because Samsung has spread so far around the world. It would be easy to gain data from customers and would help other small business to improve and connect with customers to build a relationship. 
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