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The following report highlights how ethical trading and building sustainable resources impact customer relationships in organisations and its possible effects on quality systems.  The reports first task will focus on ethics and sustainability to analyse this example of three organisations will be used. Task 2 of the report will review three quality models and theories that can improve customer relationships management in organisations.  Task 3 of the report will conclude with recommendations of CRM systems on ethical and sustainability that were discussed in the report. 
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Investigate the customer experience of organisations based on the following policies: a) Ethical b) Sustainability 
Ethical trading is how work is carried out by organizations for the betterment of environment and labours co-relating with the purchase, production, and supply chain of an organization. 
Ethical trading can be viewed from different perspectives however always results in the betterment of economic, social, and organizational functions. Ethical trading helps boost the relationship between customers and industry, it improves corporate image. Any organization that follows 5 stages listed will benefit their customers as well as stakeholders (Harrison, 2005).


All the 5 qualities make favourable relations with the customers and stakeholders. In current times customers are more demanding and they expect a great deal from companies who work on their products and services. To maintain that the companies must be ethical and sustainable in their work.  Ethically there are a lot of things that a company can do having already mentioned 5 aspects for ethical trading. The integrity of a company relies on the customers and stakeholders because they are the people who will be investing in the brands and will do their best to maintain the order (Harrison, R 2005). 
Honesty is the biggest value in marketing because whatever is promised to the customers must be delivered. A company should be accountable for everything within its power.  It is the responsibility of stakeholders and management to ensure ethics are met. Respect must be their top priority this can be earned through providing loyalty towards customers and workers at all levels.  following ethical trading will result in getting the support of the customers as well as the stakeholders.
Sustainability is how the organisation is considering the economic, social, and environmental factors. 
Moving on human rights are reserved while following the ethical trade. More than 36 million people are suffering from slavery and 55% of them are girls and women. The remaining 45% are the man and children. So, to get them out of slavery and provide opportunities ethical trading was introduced (Williams, 2009). 
We must first understand the reasons behind the suffering of people. What are the causes of their slavery, what are the wages given to them, what kind of product are being made in the company, how the CRM is affected in the process of ethical trading? 
We will discuss aspects of ethical trading within the 3 organizations and how they promote ethical trading.
1. ASDA 
1. Lifestyle Retailer OLIVER BONAS
1. International Foodservice Company BID FRESH
From the 3 organizations, Oliver Bonas and Bid Fresh are members of ETI.  ETI is and organization working for the wellbeing of the human rights. We will analyse the experience of the customers with these organization regarding ethics and sustainability and the policies they have adapted.
ASDA:
Asda is known to be involved in a lot of activities as one of the leading supermarkets. but the important thing we must understand is if they are ethically involved in a trade or if they are sustainable enough to fulfil the requirements of the customers.
Following ethical issues were researched from its parent company Walmart and Asda.
· Inequality in pay and gender. There are more than 15000 lawyers fighting for the rights of the former employees of Asda. All these employees filed a case against the Asda group of company that they were not paying their employees on time.
· Asda was not paying their taxes on time in 2019 and there is a case filed against the Asda.
· There are a lot of branches of Asda across the UK. And every one of them has their own issues regarding different stages of market.
(How ethical is Asda Group Ltd? | Ethical Consumer, 2020). 
As a result of this Asda group was marked down in the international rating system in a lot of categories. Climate change, environmental change, habitat, pollution, and human rights. But their biggest problem is about the supply chain management system and irresponsible marketing. As we have seen how Asda is ethically involved in their business (Asda is named worst supermarket in treatment of suppliers, 2020). 
Sustainability is how the organisation is considering the economic, social, and environmental factors. Asda may be weak in the ethical trade, but their sustainability is good as compare to other companies of the same idea. ETI has a lot of base code which can help them run their business with success. Before doing so they need accreditation from the ETI and follow their base codes. A successful business runs on the reviews of the customers and the product they are supplying to them and in 2019 about 12% of suppliers said that Asda rarely compiled with the grocery supply code of practice. It was already understood that the complaints were raised by the suppliers about their incorrect deduction from the invoice without any notice. So, there are methods by which ASDA can improve their ethical trade and sustainability which will be discussed in later in more detail (Browne et al., 2000).
UK LIFESTYLE RETAILER OLIVER BONAS:
UK lifestyle retailers are known to be the first high street retailers to have accredited living wages for employers and became one of a kind to follow the core values of the company. The company is based on designs, homeware, and fashion. Oliver Bonas started up in 1993 and had a small store. Over the last 2 decades they have grown their business to more than 80 stores across the UK and Ireland. Recently they joined ETI which added value to their business and started following the base code of the ETI. They have a lot of brands in different fields such as fashion, homewares, or designing. They provide the best for their customers. The company has related to the emotions of the customers towards their brand and once someone is connected to the brand, they become loyal.  The organisation adjusts with the modern world customers demand. 
Their policies about the growth of ethics and sustainability are very interesting. Recently they decided to give away different gifts to their regular customers to boost confidence in the company and their brands. Secondly, they implemented the fresh work database in their working system which brought ease for the employees in tracking their duties. These policies and others were very attractive but in the past few months due to the pandemic the business was not booming as it used to be so they focused all their attention towards the homewares because it was the only thing that is possible in the meantime. And they also made sure to add a little bit more sustainability to their products and brands. As the customers were not expecting such an improvement so this way through ethical and sustainability the business is stronger than ever, because whatever the customer is expecting the company should deliver more than their expectations. Before joining Oliver Bonas, it is mandatory for the employees to get training of ethics while working with the company because it is a key to providing the customers with the best services (Ethical Trading Initiative, 2020).
Either the work is about interior decoration or the designing it is very important to first learn about the perspective of the clients. What are their requirements and how do they want to decorate their home if we are talking about homewares?
OLIVER BONAS policies are pleasing for their customers. The reason for this is that they understand the feelings and emotions of customers.  To do this they keep updating their brands to the highest expectations of the customers and provide quality. While they have collaborated with the ETI they take guidance from the ETI base codes to make their business run smoother. It will also improve their delivery methods (Ethical Trading Initiative, 2020).
INTERNATIONAL FOODSERVICE COMPANY BID FRESH:
Bid fresh is an international brand that started in 2010, 4 or 5 years later they joined ETI. They are also the members of the food network for ethical trade (FNET) (Bid fresh: Suppliers of Fresh produce to chefs in UK, 2020). The products they are providing are essential all around the globe. Their biggest business is about seafood export and beside it they are also providing meat and diaries. They developed a lot of strategies over 10 years period and are growing rapidly in their sector.
Ethically trading bid fresh has been working on 3 strategies:
1. Risk assessment and mitigation.
1. Collaboration.
1. Supply chain engagement.
Risk assessment and mitigation is all about supporting the members throughout the globe to assess the risk associated with the business and try and find out different solutions for them. This way members of the company will be working without thinking of being left out.  Through collaboration members support each other and if there is a problem at one end of the business all the members should combine to fix it. For example: the transport and the logistic providers, who are always overlooked by the ethical trade procedures. 
Bid fresh commits to the education of the members who are deeply connected to the supply chain like farmers, a fisherman etc. these are providing for the business their collaboration is important for the business.
With following the ethical trading rule, it is most likely for the business to expand at utmost limits. Because in modern times it is possible for everyone to have access to the most delicate information regarding the human rights and if there is seen a little bit disorientation in it will result in the defaming of the company. 
For the sustainability of different products of bid fresh and to make their product more sustainable they came up with different strategies:
1. They use accredited suppliers.
1. For the cause of sustainability, it is important to know where the product is coming from so that we can know that origin of the product we are selling and try to shorten the supply chain.
1. It added to the business plan that there should be no such product that has come from endangering the environment, for example sea food there should be no overfishing as it may result in species becoming extinct. 
1. It is necessary to get customer feedback for trans parity (Bid fresh: Suppliers of Fresh produce to chefs in UK, 2020). 
With good ethical trading it is possible to increase the productivity and achieve reduction of staff turnover and improve the supplier relationship with the company.
To conclude whilst ethical trading and sustainability has its advantages of people being able to have assurance of good conduct towards workforce, environment and society it is important to consider some of the disadvantages such as different countries and democracies around the world open opportunities as they carry different cultural and ethical norms. Furthermore, complying with ethics and sustainability does not always come cheap I.e. using less paper to save environment can mean going paperless. To do this organizations may resort to investing in technology. Which can mean training staff and involve other challenges that may prove costly.
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For the second part of the report three quality models and theories that can assist in an organisation to improve CRM will be critically discussed.
Customer Relationship Management

CRM can be defined through various viewpoints. It is essentially seen as the link between the organisation and customer. The relationship involves a ‘bottom up’ and ‘top down’ approach. There are various touchpoints that can be used to enhance customer relationship. The way in which organisations operate and the workforce itself can have an impact on the image and maintaining customer relationship (Ellis, 2011).
1. CRM training to all employees
1. Track customer behaviour throughout the sales cycle 
1. Keep data up to date
CRM training to all employees:
As we have discussed earlier our chosen organizations have teams that deal with the employees who are new to the system and are trained to deal with the customers. Asda, Bid Fresh and Oliver Bonas already use CRM strategies in their businesses. 
Training of CRM to all employees results in the increase in the sales as well as the advertisement of the brands. Marinda Palmer says that company need to focus on training employees who will use the CRM system effectively and consistently (Sustainability, 2020). One way to do this is through identifying the eager employees on the system. There must be sessions on trading ethically and how to deal with customer relationship management effectively. This system is all about how to handle the customers and how to deal with them precisely in all situations. 
WGS has recruited more than 5000 employees who are still working there under the radar and these employees are said to be the best in performance. The first thing that is mentioned in the ETI base codes that employees who will be working in an organization must be well informed about the CRM of that organization. The CRM is an essential tool in running a successful business because every business runs on demand and supply. Whatever the clients demand the company must supply. Creating a proper CRM system in the company database is the most effective way of keeping the knowledge of all the regular customers.
Oliver Bonas and Bid Fresh are also following the same guidelines of the ETI base codes. Dealing with the CRM effectively will eventually increase the quality of the brands that the customers love and if the quality is increased this will eventually increase sales of the company. 
Employees are the backbone of any organization and thus will help to increase the ethical trade of the organization once they are educated about the CRM system. Customers nowadays have access to every bit of detail about the brand that they love so it is obvious that before buying a product or getting any sort of services from any organization they will first visit their website and look for any type of reviews that may change their thoughts about the brand.
CRM training helps the employees to facilitate the customer with best experience and to make them stick to their organization.
Track customer behaviour throughout the sales cycle:

Loren Padelford, the executive vice president of sale Skura says; that before the sales call, the organizations should gather the data about the prospects on social media and what kind of information is being shared on the channel (Schiff, 2020). This will provide an adaptive sales enablement program. And after the sales call it should be noticed that which content resonates the most. It means that where your customers are being attracted and what kind of information gathering programs they are using on the internet. For how long they are sticking to the content and how often moreover with whom they share that content with. All this information will help in assisting the organization with the ethical and sustainability trading and maintaining the quality of the contents. 
The companies that we chose earlier in our discussion; they are already implementing these theories on their system to improve the ethical trade. Once all the information is gathered it will become easy to know about the needs of the customers and the future needs of the customers as well. 
Bib Fresh has trading for a decade and their quality has not been affected. This is due to the quality control department that they have in their companies. They know the needs of their customers and act accordingly. the best strategy in the business is to predict the future needs and fulfil them. But predicting is not an easy task so in order to develop this sense of prediction the companies must keep track records of all the products that is manufactured in their company and try to improve the quality as per the requirements of the customers. As discussed about the Bid Fresh same is the case with the other 2 companies that we mentioned. Oliver Bonas and Asda have already implemented these techniques in their data base and started tracking the customers demand keeping in mind that what are the reviews coming on their different brand and in case of Asda they are tracking the record of people who have experienced there services and what are the reviews about their services and quality of their work. By keeping all this information, it is easy to improve the quality because as the customers demand the company must supply. Customers are the people who will be paying for the brand so it should be according to their standards.
Another interesting fact is that by following these guidelines we can know what the clients demand and what are the flaws in our company so we will be able to maintain a sustainable environment. the sustainable development has its own perks. But most of the companies ignore the fact that the customer will look for the product that the company has advertised not the product that the company is willing to give with minimum quality. In the case of Asda if they are to operate in a hotel and their services are not up to the standards then this will be their first step towards failure. 
Keep data up to date:
The product marketing manager at K2 holly Anderson says that its critical to have a consistent process for updating and managing the customer data. Sometimes it is impossible to keep the track of your customers for what they are buying and what kind of deal they are interested in but by giving them access to an application they might use it and all their information will be saved in the data base automatically (K2 Automate Possibility, 2020). But the app must be easy to use so that all the relevant data is collected every time. In our chosen organizations this tech already has been introduced. By keeping the data of your customer, you will come to know about the feedbacks about your product and deal with the quality of it. 
Bid Fresh and Oliver Bonas has been indulged in these activities since they have joined ETI and started following their bas code. They developed the app for the customers to use. The CRM system is as good as the data of the customers stored in it. And this type of data requires investment as well as time. The organization needs to spend money and their time to keep the data fresh and up to date. And the best place to start such an action is to start implementing to remove the duplicate data and cleaning the data with firmographic variables. Another thing that must be added is to keep the emails clean and pinned when they are found invalid. The CRM system is a power full decision-making tool but the decisions are made on the basis of the data found in the system so it must be made sure that the data is clean and must remove any duplicate ones. By having such data, the company will see what their leads are and what the customers are posting about their company, so it is essential to use social media platform as the supporting site for their organization. This way the quality will improve as well as sustainability. Our 3 organization that we choose are trying in the business sector to make the best out of everything and are succeeding by following the ETI base codes.
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The report will require a conclusion on the impact of ethical and sustainability policies on the quality of CRM systems in organisations/sectors that you have selected in Task 1. Recommendations are required based on development points highlighted within the findings and conclusion sections of the report. 
All the 3 organizations that we mentioned have applied some policies to enhance their effort in the business. And those policies have somehow affected the quality of the CRM system. Now we will discuss each in detail.
All 3 companies are connected to ETI and follow their base codes. Now Asda group has followed the code and applied the policy of hiring 5000 permanent staff who are well trained in their field (Hughes A, 2020).  They have also introduced a system or an app so that it will be easy for customers to track the activity of the company and in turn the company will look over the demands of the customers and try to make it even better than before. This way the quality of the CRM system in Asda group improved.
Oliver Bonas their policies were to organize a gift policy for the customers and secondly they introduced fresh work database in their working systems so that the it will bring ease for the customers and employees in tracking their duties furthermore they organize seminars on ethical trading and the ways to boost the trust of the customers in their company. These seminars take place every week. These policies increased the trust of the customers and made them think about the authenticity of their brand. If the customers are free to share their views about a company then it will be very beneficial for the company because this is the first step for making an unbreakable trust between clients and the employees. Bid Fresh applied different strategies to improve their ethical trade and maintain their sustainability. They divided their company in different section and each section is monitored by a team. First, they implemented the risk assessment and mitigation technique so that they can know of the risk that is associated with their company. Secondly for the employees to work together they started collaborating with each other. And thirdly they educated the employees who are directly connected to the business. These were the policies for the ethical and sustainable development of the business (Thompson, Peteraf, Gamble and Strickland, n.d). 
The CRM system works on the relationship between the customers and the employees. So, by following these policies and taking guidelines from ETI they made it to the top. The customers have their trust in this company and by educating their staff and developing the new app for the business, the quality of their brands improved.
In all 3 organizations that we mentioned we can sum up their efforts in 3 steps:
1. Cognitive association
1. Emotional association
1. Sensory association
The cognitive association deals with the personal thought, belief, and evaluation. Once the customer is confident about their personal thoughts and belief in the company, they can easily evaluate it. And that is their right to send some feedbacks to the company so that they can improve their quality or if there is any flaw left in their brand. Emotional association with a brand is a very important term to understand. When a company introduces a brand than it is important to know that what are the feelings of the customers towards those brands. Before making a brand, it is important to understand that what is the basic use of the product and how many people will appreciate it. Now coming towards the sensory association that is related directly to the physical sense such as smell and taste. This will be well applicable in BIDFRESH company because all their deals are about food and that will be well appreciated if it is good. The CRM of any company is based on the principles of the data storing system in it (Ruwanpura, 2015).  Keeping the tracks of the customer as done by all the 3 organizations we came to know that what are the flaws in our organization and fixed it to maximize the quality of the products. Due to current pandemic when the business is down the companies must deliver the product with the best quality and comply with current social norms of social distance because one day the when the pandemic is lifted at least the trust will gained. 
Another point that is very important is that the 3 organization keep their data up to date it is one of their policies. If there is no data about the customers that they are dealing with then there is no point of running the business. So, when these 3 companies started keeping their data with accuracy, they came to know the status of quality of their products and what were the major flaws in their system that need to be fixed. These were the policies adapted by the companies and CRM improved it drastically. 
[bookmark: _Toc43281759]When a customer loves a brand its brand value will increase, and this term is called BRAND EQUITY. Brand equity depends upon how the brand increases its value in the market. the brand will increase its value when the quality of that brand is favourable under all circumstances. By following these guidelines about ethical trading and sustainability even younger brands or companies can succeed. They just must follow the guidelines of platforms such as ETI base code because this is a modern world problem and intelligently it can be tackled by modern solutions only.
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