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Executive Summary

The purpose of this report is to analyse the impacts that ethical and sustainable issues within organisations have on customer relationship management. Coca-cola has many issues both ethical and sustainable. Some of the ones highlighted in the report are racial discrimination, market tests misrepresentation and manipulation of earnings. The company did try to overcome these issues specific targets that were outlined after the sustainability report for the year 2016 was done. 
Shell is an energy supplier that was going through issues related to oil spills and polluted sites. Customers and employees were at health risk because of this. Shell have made available a drive that collects data to monitor their carbon emissions. 
Asda was involved in the mistreatment of their staff, where men were being paid more than the women workers. They were also involved in selling products that were testing on animals. To regain their reputation, Asda started recruiting more women who come from low-budget homes, providing them with the opportunity to progress. 
A CRM system is an online based software that collects and sorts large amounts of data, and is applicable from anywhere. The advantages that a CRM provides is that it helps gain more information about their customers, finding out details like what they like to buy, their preferences and whether they like to shop in store or online. This helps the organisation provide personalised experiences for all of their customers. The software does come with some disadvantages, such as the cost involved to run and upgrade the software, the training time required and possible loss of data. 
A fishbone analysis was carried out to find the causes of Tesco’s common found issue, which is ‘lack in customer satisfaction’. The main areas were home deliveries, brand, product and employees. 
Each of the organisations discussed in the beginning of the report had many recommendations that would help them overcome these issues. 




























Table of Contents
Executive Summary	1
Introduction	3
Main Findings	4
Conclusion 	10
Recommendations…………………………………………………………………………………………………………………………..11
References	12





Introduction

Sustainability encourages social development, creating a connection between the general public and cultures resulting in acceptable platforms in life, education and health. Sustainability works on fair growth on the economic, which benefits everyone without having a negative impact on the environment. (Sustainability For All, 2018). 
As explained by Business Dictionary (2019), ethics refer to the behaviour relating to what people think are positive values. Regarding business, it refers to the portrayal of respect regarding important moral values, such as fairness, dignity, equality, diversity, honesty and personal rights. 





















Main Findings

Task 1
The Coca- Cola company is an American corporation that started in 1892, which is known for the manufacturing of a sweet, carbonated drink and is the largest distributor and manufacturer of beverages in the whole world. According to Coca-Cola (2019), this organisation has been connected with racial discrimination, manipulation of earnings, market tests misinterpretation and disruption with distributors related to long-term contracts. Another ethical issue is the discrimination amongst workers, worker-rights being abused and water privileges. Coca- Cola faced a lawsuit in 1999 when employees sued the company for racism regarding difference in pay. Common Dreams (2008), talked about how Coca-Cola opened up a bottling operation in the year 2000 in Kela Dera. Within the first year, the community realised a massive reduction in levels of ground water. The affect it had on the community and their customers was that less water meant a drop in income for farmers, and women had to travel five-six kilometres to retrieve water to fulfil their basic needs. This left their customers feeling unhappy and more reluctant to buy their products. Customer’s felt that their needs were not looked after and felt unworthy. To try and overcome these issues, as stated by Ethical Consumer (2019), Coca-Cola’s 2016 report on sustainability regarding agriculture and climate protection, showed Coca-Cola the impacts they were making on the environment. Based on these reports, they had created two targets for environmental improvements by 2020, which included increasing efficiency in water. They also hoped to recycle about seventy-five percent of their cans and bottles.  To rebuild their reputation, Coca-Cola (2019) stated that they paid $193 million to settle the lawsuit against the racial discrimination and also created a diversity council. 
Shell is an energy providing company, that began as a small trading company selling sea-shells for interior designs. They are now one of the world’s biggest energy suppliers. (Shell, 2019). According to Sahrudayan (2019), one of Shell’s unethical factors was the cause for Nigeria’s high pollution levels. Shell was also responsible for the oil spills in Nigeria, which was caused by water contamination. As explained by Amnesty (2018), Shell’s environmental studie’s head in Nigeria resigned in 1994, stating that managers were unable to meet their own standards or those international. All of their sites were polluted, claiming that all areas that Shell operated in were being negatively impacted. Both employees as well as their customers were under a health risk because of this. This had a very negative impact on their customers as they were not happy about using the energy services that Shell were offering, and were affected by the contaminated water.  On a 2018 sustainability report, Shell (2018), stated that they recognise the need for a reduction in the wet carbon footprint relating to the energy products they supply. They hope that by 2050, they will be able to achieve customer satisfaction whilst reducing their carbon emission. They are also looking into offering biofuels, natural gas and renewable power. In order to identify areas of methane leaks, they have created a drive that collects the data to find the information. However, regarding the oil spills in Nigeria, Shell disputed to the allegations that they had about how much spillage there was, according to Business Ethics Case Analyses (2013). They further stated that the compensation that Shell finally agreed to pay was insufficient to cover the losses the community faced over the seven years. It was suggested that the company should have been keeping records on their pipes and creating annual progression reports. This situation grabbed a lot of customer attention, and it drove customers away as they did not like how the company was handling the situation. 
Asda is one of the leading retailers in Britain and have a range of services such as online shopping, superstores, supermarkets, petrol stations and supercentres. (Asda, 2018). According to Ethical Consumer (2019), Asda Walmart have been taken to court regarding discrimination amongst their employees, where men were being paid more than the women. To overcome this, Walmart set $7.5 million for compensation. Another former employee was given $75,000 to settle a discrimination made against the employee’s disability. In September 2016, Walmart was scored fifty-two out of one hundred on its policy for deforestation, claiming that Walmart’s approach was limited. Asda was also found to be selling products that were being tested on animals, and during a rating by Ethical Consumers, they received a score of zero for not having any policies in place regarding animal testing. These issues caused Walmart to lose respect from their customers aswell as their employees.  Walmart (2016) stated that they have been taking measures since 2016 to improve economic mobility for all of their employees. They were specifically focusing on women and finding solutions to any issues that may be hindering their chances for advancement. They have also created links with stakeholders; employers, non profit organisations, education experts, government agencies and technology companies, all in the hope to find creative ways to improve training and hiring. This project has seen 3,104 people receive this additional support, providing opportunities to 275 people to progress. In order to promote more women employees within the business to show that they care about women employees too, Reuters (2019) explained that Walmart had decided to train and support 400,000 women who are from low-income homes. They have also been promoting a caring vision by gaining access to healthier produce and to sell products that are more environmentally friendly. 
Task 2
CRM is short for Customer Relationship Management. It is a digital system that organisations or an individual can use to control communication with their customers and those that could be. The system enables companies to improve the relationship they have with their customers and make their processes smoother. This helps to increase sales and profitability as well as work on their customer service. The CRM is a software tool that manages contacts, sales, productivity and sort large amounts of data. It is an automatic system that makes customer relationship management more effective and efficient. (Sales Force, 2019). According to Thakral (2017), using a CRM helps to speed up sales processes, increase productivity in staff and enhances customer experience through the implementation of personalisation and a more detailed resolution to queries. Having more information about customers allows the company to create personalised profiles to provide a better experience for their customers. Some disadvantages of using a CRM as stated by IT Knowledge Portal (2019), is that the service requires continued maintenance, updating and upgrading, which comes at accost. Training staff for the system requires time off work, reducing productivity, therefore loss in profit for the organisation. As all the information is based online, any loss of data could mean the information being permanently deleted.  
A fishbone diagram, also known as the cause and effect diagram is a visual tool that finds categories that may be the potential causes to an issue, considering all of the internal factors, which helps to find the main issue. The purpose of this diagram is to define, measure, analyse, improve and finally control the problem identified. (WhatIs.com, 2019). The researcher has carried out a fishbone analysis on Tesco.














Issue:
Lack of customer satisfaction in Tesco, based on many customer reviews on Trust Pilot (2019). 
Employees 
employees within the age range of 17 and 24 were found to be the least motivated within their role. Managers need to provide more inspiration to ensure progression. Young employees are seen to be high-maintenance and expect more from their positions. Managers have been taking part in face to face conversations with these employees to find ways to keep them happy. (Personnel Today, 2019). 
There have been a huge cute in jobs from their canteens and fresh food counters as well as from the shop floor and head office. This has seen a figure of about 9000 jobs now at risk. (Jahshan, 2019). 
Former Tesco employees states that the pay is bad, cut in hot food and less staff resulting in a struggle to find help on shop floor. Union has done nothing to help. Employees received very little respect. (Indeed, 2019). 
Home deliveries
A lot of Tesco customers who had placed online orders for delivery were left with no order, as their orders got cancelled due to computer glitches. This issue also created problems when selecting products to add to their shopping baskets. (The Guardian, 2019). 
Tesco customer reviews regarding home deliveries have stated that a lot of them have experienced late deliveries that stretched to over a week, causing a problem for them as they required different items by the time the order arrived. (Net Mums, 2014). 
Customers receiving food that is either delivered on the day that the sell-by date ends or due to go over the date within a few days. (Trust Pilot, 2019). 
Products 
Tesco experienced a massive dip in profit after a disturbance in the deliverance from Palmer and Harvey, who were their suppliers for the tobacco products and cigarettes, as well as other non-food items and TVs. (The Guardian, 2019). 
Tesco emerged their markets into Thailand, China and India and in doing so, it was argued that Tesco neglected their UK stores which caused a loss in focus on their food. (Barford, 2012). 
Tesco had to announce a product recall for blue counter cheese, concerning ‘hygiene and production’ issues. The supplier did not follow the correct procedures and did not get the approval from the Foods Standards Agency before starting the production of the product. (Court, 2018). 
Brand 
Tesco admitted to the inflation of their accounts by a figure of £250 million. This resulted in a reduction of £2 billion off their market value. Company share values also decreased by 40% which saw the company drop down to the bottom level of the FTSE 100. All of this caused a lack of satisfaction within their customers. (Cognisco, 2019). 
Tesco launched seven budget range products that were falsely labelled as small farms names when they were actually Tesco’s own branded food. Tesco also imported food from abroad and labelled them as British food to mislead customers to thinking they were local products. (The Guardian, 2019). 
CRM is very important in helping to manage customer satisfaction, as the systems allow the organisation to keep a record of  customer data, such as what they like to buy, their preferences, how often they like to shop and whether they prefer to shop instore or online. (Sales Force, 2019). 
Using a CRM will help improve relationships within customers, as the main point for success is the satisfaction of their customers. It allows organisations to better understand customer needs and requirements. The feedback received from the CRM system can allow companies to make any relevant changes. (Finance Online, 2019). 
Tesco has been using the CRM system to target all of their customers. This helps to satisfy everyone’s needs and grab attention. They have different schemes such as kids club, healthy living clubs and baby and toddler clubs. Their scheme allows broader communication methods, enabling Tesco to contact their customers regarding special offers and tailored discounts. Tesco also uses comment cards where customers can participate in the session, allowing Tesco to get as much information as possible about views and opinions, quality of service, product opinions and involving the community. (Expert Market, 2018). To help improve customer relationships, a model called ‘Management By Walking Around (MBWA)’ can be used. It is an effective tool used by managers to help gain a better insight about what is going on inside the building. It creates awareness of what changes need to be made and highlights areas for improvement. (Cleverism, 2019). 
Having a manager on sight and available helps employees feel more confident to approach managers and feel less intimidated to do so. There will be a sense of closeness between them. Being around each other allows the manager to pass on their knowledge to the employees, as well as giving managers the opportunity to  gain more experience from them. Being around everyone helps to spot any issues and quickly work on resolutions before the issue gets out of control. (Mind Tool, 2019). 
The model involves managers taking trips to the work space in an informal manner, spending a vast amount of time with their employees. They aim to gather as much information as they can, taking in any suggestions as well as complaints. (Business Dictionary, 2019). 
The MBWA model can help improve customer relationships, as it helps to keep staff motivated. Paying more attention to employees show them how important they are to the company and that they are being valued. Keeping employees happy encourages them to hit their sales targets and to do that they must portray exceptional customer service and engagement. This has direct impact on customers and how they are treated. (EPM, 2018). 
Sainsburys is a retail store that started in 1869. They supply groceries, clothing and a bank service. Their values are caring for the community and being as sustainable as possible. (Sainsburys, 2019). Based on customer reviews on Trust Pilot (2019), one of the most common feedback received regarding Sainsburys is that they always offer a friendly atmosphere and are very welcoming. They state that the staff are always available to help, whether its advice or just to find an item. The customer service levels are very good and customers tend to leave the store happy and satisfied with the service they received. This shows the implication of the MBWA, as the statements suggest that staff are always on the staff floor assisting all of their customers. Reviews from Sainsbury’s managers on Indeed (2019) have mentioned that the job is very wonderful as it provides opportunities to liase with customers and engage in conversations with them. This is crucial as it allows the chance to gather vital feedback. All employees are helpful towards each other. This again shows signs of the MBWA, as these reviews are indicating that managers are always on the shop floor talking to as much as people as possible. Having good relationships with all their employees portrays good management skills and trust, all of which is displayed in the way they treat their customers. 
Morrisons is  the 4th largest supermarket in the UK. (Morrisons, 2019). Based on reviews from former employees at Morrisons on Glassdoor (2019), one of the biggest issues stated was that managers were unapproachable and not helpful at all. Employees’ schedules were constantly being changed without enough notice leading employees to feel un-committed to their job role. Others have stated that the managers are not friendly and do not care about the problems their employees are having. This shows that Morrisons could benefit from the use of the MBWA model, which would provide managers a better insight as to what is expected from them and the benefits it would bring. Due to the lack of commitment, employees are not performing their roles properly which is having adverse effect on their customers. Customer reviews on Trust Pilot (2019) have shown that customers have witnessed Morrisons staff not doing their work on the shop floor, and seeing staff chat to each other whilst knowing there is a long queue of customers waiting to pay, but not doing anything about it. Employees are referred to as unhelpful and unapproachable. With this situation in mind, Morrisons are losing out on opportunities to gain vital information from customers regarding ways of improvement and feedback. Using the MBWA model will allow the staff and managers to carry out their job role more effectively and paying more attention to their customers. 












Conclusion 

This report has shown that ethical and sustainability issues have a big impact on customer relationship management. One of Coca-Cola’s issues was that, according to Coca-Cola (2019), they were involved in racial discrimination towards their staff. This led to the employees filing a law-suit against the company, as they were not being paid the same as other employees within the business. Employees were left unhappy and not committed to doing their jobs properly. Customers were drawn away from Coca-Cola products because of this. Employees were left without their basic human rights. Coca-Cola have stated that they have created two targets to improve environmental systems by the year 2020.  One of Shell’s issues according to Sahrudaya (2019) is that the company was found to be responsible for contaminating water. Their sites were all polluted which raised health concerns for their employees and their local customers. Shell (2019) stated that they aim to make enough changes to their policies to then achieve full customer satisfaction by reducing the amount of carbon emission they emit.  Asda’s ethical issue, as explained by Ethical Consumer (2019), was regarding the mistreatment of their staff, where they were found to be paying their male staff more than their female staff. Asda was also found to be selling products that had been tested on animals. This portrayed inequality which caused them to lose respect in the eyes of their customers as well as their employees. Many customers become disengaged with organisations if they become aware that animal tested products are being sold. Walmart (2016) claimed that that to overcome these issues, they have started schemes where they will be employing more female staff and hiring those from a low-budget homes to provide them with the additional support. Although the three organisations have put in policies and procedures to make these changes, the customer relationship has still been affected. Using the fishbone diagram, Tesco’s main issue that was identified was the lack of customer satisfaction. (Trust Pilot, 2019). 












Recommendations 
According to Ni Business Info (2019), water contamination can be controlled and prevented by using a drainage system that is sustainable. Run-off contaminated sediment can be prevented from polluting ground water and surface waters by using buffer strips, silt traps and sand bags. Hazardous materials should be carefully handled and stored to avoid any spills and leaks. Shell company can benefit from using these procedures to avoid the incidents that took place under their supervision. Customers will become more confident in the company again if Shell can show that they do care for the environment and its employees as well as their customer views. 
Workers’ right is a lawful act that all employers must abide to. Employers have the right to keep a check on the communications made within the workplace, providing the staff have been made aware of this beforehand. Monitoring examples include phone calls, emails, images, and data. All employees have the right to access this information about them at any time, and the organisations must abide to fulfil these requests. (Ni Direct, 2019). Coca-Cola will benefit from implementing these rules and regulations into the workplace, ensuring that all staff are kept updated regarding any changes to these policies. Ensuring that all employees are happy and are being looked after will raise the reputation they have with their customers, thus improving the relationship they have with them. 
Testing products on animals has its advantages and disadvantages. It can help gain a lot of benefits to humans that were not possible to achieve via other methods. Those that carry out the experiment, do so causing minimal effect to the animals. However, it can cause permanent damage to the animals as well as putting them through the pain in the first place. Also, other methods of testing can be explored. Scientists have stated that banning animal testing would result in no new drugs or that humans would be replacing the animals. (BBC, 2014). According to Gov.uk (2014), a conducted survey taken place in 2014 showed that a vast majority of the British people accept the testing of products on animals for medical purposes, but only if no other alternative option is available. Asda should use these vital pieces of information to be aware of what products are tested on animals, and only sell the products that were tested after fully investigating what circumstances the tests were conducted under. 
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