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Executive summery 

In this assignment there was definition of ethics and sustainability of chosen three airlines which was explained in detail with comparison between these airlines and internal factors. 
Section A. However, as this assignment includes investigation on ethics and sustainability of airlines, being critical with the comparison between airlines gives the reader sort of clear understanding and makes more easier to grasp in terms of what they has to offer for the customers, their professionalism and aspects that they need to improve on. 
In section B critical discussion were produced by three models in terms of how they help aviation industries to advancement of its customer relationship management. Being said that, not all the theories may assist the industries in ethics, sustainability and customer relationship management therefore whilst defining the models including pros and cons can make management to choose suitable model or all three could be chosen at the same time for their industry as they all kind of heading towards same direction. 
Finally, for last Section C was overview of Section A and B however, it is essential policy of aviation companies that they have high ethical and sustainability policies in place so they can stand out between their competitors. Therefore, in this section it was mentioned how ethical and sustainability policies effects the customer relationship management in chosen airlines. Also, recommendation added to improve on their ethical, sustainability policies and customer relationship management in the future.
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[bookmark: _Toc55412748]Introduction
This assignment is based on a report which is initially requested by Principal Researcher at ‘The Research and Analysis Wing’ form the Aviation Research Centre. The purpose of this report is to participate in a wide range of search on airline organisations in terms of ethical trading, building sustainable resources and also looking at the possible impact of the quality systems that may have on these airline organisations customer relationship management. To do this research, there are sections of three where each will be presented with enough information through research, knowledge and understanding.
[bookmark: _Toc55412749]Section A:
This section relates to investigation of customer experience of organisations based on ethical and sustainability. Before attempting to investigate on ethical and sustainability defining them with examples can give better insight of understanding within the organisations. 
Ethical
[bookmark: _Hlk55161195]The term ethics is derived from the ancient Greek word ethikos, which very simply means review of moral decisions, beliefs, and actions (medium, 2020). Since it is on organisations ethics therefore an Organizational ethics are the principals and standards by which businesses operate, according to position for business. They are best demonstrated through acts of fairness, compassion, integrity, honour, and responsibility. The challenge to company owners and executives is to ensure that all workers recognise this ethics. Training employees on company standards is one of the best ways to understand organisational ethics. However, Business dealings are not just established legal contracts, but ethical concerns as well. Although it was produced from an individual behavioural morality, the definition of ethics extended to the marketing sense and organizational ethos, called business ethic (International Journal of Business and Economics, 2019)
Importance of Ethics in an organisation
Employees tent to follow the footsteps when management leads an organisation in an ethical way. With business ethics as a guiding principle, employees make better decisions in less time, this increases productivity and overall employee morale. The whole company profits when workers complete work in a manner that is based on fairness and dignity. Employees working for a company that needs a high degree of corporate integrity in all areas of operations are more likely to conduct their job duties at a higher level and are more likely to remain loyal to that organisation as well.
Sustainability
Organizational sustainability is always about supporting organisations with the systems and technology required for the competitiveness of the 21st century global marketplace. Colbert and Kurucz describe the colloquial concept of sustainability as a way of keeping the company running, while another word often used in this context applies to the future proofing of organisations. Boudreau and Ramstad refer this as to achieving progress toady without undermining the demands of the future. However very simply some might say that Organizational sustainability means having the leadership, expertise, global perspectives, and plans required to solve the complex issues affecting organisations today (Wales, 2013).

Importance of sustainability
The global world is shifting rapidly. Customer preferences are changing rapidly. Regulatory standards and investor standards are evolving. Material threats for any company may include oil costs, migration, effects on climate change, cyber security, or misconduct. A controlled approach to sustainable business can help mitigate the greatest risks of an organisation. However, it is not all about risk management. By recognising long-term trends, businesses will adapt and recognize future markets. Responding to potential consumer needs, responding to legislation more rapidly than opponents’ businesses, building credibility and inspiring workers can all help to construct a solid business case (Bursasustain, 2018). 
Customer service
[bookmark: _Hlk55079340]Customer experience is the customer's inner and subjective reaction to any observation and interaction with a business. Direct interaction normally takes place in the process of purchasing, use and service and is typically provided by the customer. Indirect communication most often includes unplanned experiences with company perceptions of products, services or labels and takes the form of information such as advice or criticism, marketing, media articles, comments, and so on (Meyer & Schwager, 2007). 
Ethical and sustainability based on three Airlines customer services
British Airways: 
British airways ethical policies:
1) The Environment: BA acknowledges that flying does have an environmental impact and claims to be absolutely dedicated to reducing that effect. BA have directed the airline industry to set aggressive goals, regarding carbon production, complete reducing emissions, noise for each flight and product disposal.
2) Health and Well-being: BA provides well skilled staff and the latest facilities to ensure that they enjoy a comfortable flight regardless of individual needs.
3) Diversity and Inclusion: BA is pleased to recruit a diverse group of peers from various cultural backgrounds, believing that this helps to create an awareness and appreciation of customer requirements and allows BA to provide them with an individual service.
4) Local Communities: BA's long-running Community Investment Initiative provides funding for local and international education, environmental and charity projects, and is concerned with all the places to which it travels (rmtheory2practice, 2014). 

Sustainable policies of British airways
1) Sustainable air travel fuel: Over the next 20 years, an estimation of 400 million pounds will be invested by the parent company IAG in alternative sustainable fuel production. Since 2010, British Airways is always at the forefront of introducing a waste-to-fuels pathway. British airways are the first airline in Europe to collaborate with renewable fuel producer Velocys and Shell in the development of a waste-to-fuel facility. Developed by Velocys, the technology would minimise greenhouse gas emissions by 70% for each load of renewable jet fuel that substitutes one load of typical fossil fuel.
2) Protecting wildlife: BA dedicated to the protection of wildlife and have always complied with the rules laid down by the Treaty of 1973 on International Trade in Endangered Species.
3) Waste and recycling: In February 2020, BA declared the aim for the removal of plastic by the end of the year of their flights of over 700 tonnes of one-use plastic and swaps of bamboo alternatives (Britishairways, 2020). 
British airways competitors in marketing ethics and sustainability: BA undoubtedly have many influential competitors in many of its roads. For instance, Etihad Airways, Qatar Airways, Lufthansa, Emirates airline, and American airlines are some of the competitors of BA. However, BA faces more difficulties with increasing fuel prices and higher labour costs in the UK. It should be noted that BA has engaged in a series of accidents and incidents since the beginning and this could give upper hands to its competitors in terms of ethical marketing and sustainability.     
Etihad Airways:
Etihad airways ethical policies:
1) Motivating their customers: They allow their customers and aspects employers to have faith in them by behaving ethically and reasonably. Their purpose is to show respect and warmth regularly, to show kindness and to go further than customers' expectation.
2) Acting optimistically:  Encouraging action requires open mind set, truthful, and systematic action. Present the facts in a suitable, supportive way, inspire trust, and never get wrong with the customers.
3) Caring about every responsibility: Staffs are very friendly, welcoming, and willing to help the customers with any situation they are in. 
Etihad airways sustainability policies: 
1) By 2020 pledge to cut down the use of plastics by 80 per cent. 
2) First airline to obtain trade finance subject to comply with the UN Sustainable Development Goals.
3) [bookmark: _Hlk55076191]Taking holistic approach to sustainability by making better use of the planet’s resources, which will have improved effect on the communities and healthier economic development (Etihadaviationgroup, 2020). 
Etihad airways have similar ethic and sustainability like the light of British airways as far as customer service in concerned however, ethic and sustainability policies may differ from one country airlines to another. 
Singapore Air: 
Singapore Air ethical policies: 
1) Ethics is a major guiding principle which they embrace to keep customers completely happy in worldwide operations.
2) Singapore Airlines has platforms to raise awareness about possible misconduct for staff, stakeholders, and the public.
3) Singapore airlines partnership with agents, contractors and employees is underpinned by their integrity in the conduct of their work which is critical ethical marketing operations and status. 
Singapore Air Sustainability policies: 
1) Environmental impact: Singapore Air devoted to environmental sustainability and make sure that actions are taken care in a sensible manner by cutting down on plastic equipment for the customers. 
2) Customer motivation: Singapore Air is very dedicated to presenting customers with the best travel experience by having good customer care and service, with luxury feeling and improved technology. 
3) Safety measures: Safety is an important component of their operations and they continuously struggle for betterment safety procedures for their customers (Singaporeair, 2018). 
Singapore Air has slightly different approach from British and Etihad Airways in terms of Ethical and sustainability policies. However, in ethical prospective which may differ but all three of the airlines seeking to provide better customer service. Having said that, sustainability of these three airlines has pretty much same ideology which ultimately serves purpose of create best service experience for the customers.
[bookmark: _Toc55412750]Section B: 
In this section there will be critical discussion on three quality models and how they can assist an organisation to improve on customer relationship management. Followed by critical investigation by using quality models whilst demonstrating how the airlines industry deliver customer service management. 
It is will be well worthy to mention that customer relationship management is an approach from many others that permit an organisation to manage and assess their dealings or interaction with its past, current and future customers. 
Firstly, summary of three quality models:
[bookmark: _Hlk54384897]Deming’s theories and quality
The Deming theory is known as Dr. Deming's “theory of management” signifies a universal attitude to leadership and management. His philosophy brings together an understanding of concept of knowledge, variations, psychology and understanding for a system and his leading management thinking helped japan to gain development after the second world war. (thedemingphilosohy, 2020). Deming suggests that higher quality customer relation management will lead to higher productivity which will help an organisation to have long term competitive strength. 
Pros:
· Simple to create expectations 
· Easy to calculate 
· Simple to base performance assessments on
Cons:
· No emphasis on consistency of processes 
· Tends to make the standard the main indicator of success 
· Provides little motivation when the standard is being reached to enhance processes
This investigation is to find the scope of applying the Dr Deming's fourteen theories on quality Management implementation in airlines to improve customer service. Implement adjustment to further develop and improve areas of ground handling services that have been found to be poor to increase the level of quality and efficiency within the division to meet consumer standards. Dr Deming’s TQM is a tactical tool which Airlines industry can use in the quest to remain competitive. However, to TQM to be properly implemented, everyone in the Airline organization must be engaged from the top management to the employees and even the customers. 
Total quality management (TQM) is a method that can improve the effectiveness, competitiveness, and flexibility of Airlines organization. It is basically a means of organizing, understanding, and planning each action, and varies at each level between individuals. TQM is mostly concerned with continual improvement in efficiency. Total quality management is a system of convenient facilities aiming to improve efficiency. Good quality is difficult to attain and maintain. It is challenging to ensure quality, particularly in the airline sector. Customers demand reliable, high-quality, sufficient service to support the service. In implementing TQM, the major challenge for service organisations is defining measures that include quantitative information.
TQM pioneers such as Edward Deming, Joseph Juran, Philp Crospy, and others emphasise TQM as a strategic management, requiring a significant shift in corporate culture to boost efficiency and quality. The Deming approach modifies the customer relationship; it changes the supplier relationship; it changes the employee relationship (Abohamid, 2001). 
Joseph Juran’s theories
Juran is generally known for the extension of the core value to the management of quality as Juran has made crucial contributions to quality management. He promoted managers' education and training. Juran indicated that problems in human relations should be isolated and that resistance to change was the underlying cause of quality issues and according to him quality means that a product meets customer demands is important to customer satisfaction.   In the competitive, global environment of today's business, the Joseph Juran management theory is applicable to all companies. Studying his theory and applying it to any organisation will help businesses compete (business.com, 2020). 
Pros: 
· Quality is defined by Juran as fitness for use in terms of design, enforcement, availability, protection and use in the field.
· His theory more closely reflects the customer's point of view.
· Instead of worker pride and happiness, he reflects on top-down management and technological approaches.
Cons: 
· Teamwork frustration. 
· Restricted opportunity to cope with broader problems such as budget cuts and multiculturalist challenges.
· Approach lack of systemic commitment to collaborative discontent restricted capability. 
Quality preparation, quality management and quality improvement will benefit from the key measures in Juran 's theory on airlines. Airlines must consider their customers, find out their expectations and work to satisfy those needs to enforce the quality control process. Airlines will need to develop and coordinate quality measures to reliably comply with those standards, and they will need to develop processes that operate under real-life environments. The quality theory of Juran indicates that top-level management of the organisation of Airlines must be genuine in its attempts to adhere to quality or else all attempts will not work as Juran highly believes that the majority of quality issues are the responsibility of poor management, not poor workmanship, and senior management should start at the top with long-term training to improve quality. In the dynamic, global climate of today's commerce, the Joseph Juran management theory is applicable to all airline organisations. In competitiveness, studying his theory and adapting it to the aviation business would benefit them highly (Juran, 2020). 
Philip Crosby theories
Crosby 's philosophy, Doing It properly the first time, was his response to the quality crisis. He described quality as complete and perfect compliance with the demands of the customers. In what he called the Absolutes of Quality Control and the Fundamental Elements of Change, the content of his theory is articulated. Crosby has been best known for creating the idea of zero defects, which stresses customer satisfaction and loyalty as a measure of quality control. He often taught techniques to remove the causes of defects before the faulty product gets the customers. Philip Crosby 's theories about consistency came from his extensive knowledge of working with the production lines. Its key emphasis was on zero defects, which eventually led to the acceptance of this principle by the new Six Sigma Consistency Movement. The theory that zero defects is not a phenomenon that arose on the assembly line is explained by Mr. Crosby. He represented quality rather than a vaguely specified definition of goodness as adherence to a set of requirements defined by the management. Nevertheless, these are decided according to the needs of the customer rather than randomly identified.
Crosby’s approach definition was to have four absolutes of quality management, which are:
· quality definition shall be in accordance with the requirements
· The quality mechanism is protection. 
· The efficiency norm is zero defect. 
· [bookmark: _Hlk55078379]Quality assessment is the price of non-compliance (simplilearn, 2020). 
The above four qualities will most surely will improve customer relationship management if it is adopted appropriately according to Philip Crosby however, Philipp Crosby’s qualities be quite tough as it makes the organisation thing right from very beginning which might be too difficult for aviation companies to accept as many of them learn to better their customer service as they go along and mostly from experience of their customer service. 
Pros: 
· The substantial reduction in waste and cost is a direct benefit of reaching a zero-defect standard. Zero defects indicate increased customer satisfaction and greater customer retention. This all leads to increased revenue and earnings.
Cons: 
· A Zero Defects aim can contribute to a situation in which a team aims for an entirely unattainable process. The time and energy to achieve Zero Deficiencies may have a detrimental effect on results. It can make the productivity and happiness of employees difficult. If users consider the entire supply chain, there may also be negative effects. Other producers may have another Zero Defects description.
In terms of the four quality management absolutes, Phillip Crosby often claimed that it needed the afford of upper management for any quality improvement programme to operate. It is the duties of the CEO of Airline industries to develop a quality culture, to prioritise quality improvement, and to allocate quality assurance resources. Manager, who accept these absolutes and make the Airlines organisation 's quality a way of living can enjoy all the benefits of increased quality, decreased warranty costs, and enhance customer satisfaction (wordpress, 2013). 
As mentioned, the management of Airline companies needs to embrace the zero-defect requirement because this will place the management in the customer's shoes. Upon knowing or recognising the needs and satisfaction of customers, management will start producing a product that is entirely meet the needs of customer. If this is done, the business of Airline companies will then satisfy the customer's needs and make a good market out of them. When the true advantage of getting a strong demand is reached, the initial added costs or production costs may then be ignored.
Aviation industries also could benefit from phillip Crosby’s 14 stages of quality improvements.
Stage 1: 
Management Dedication: Firstly, management must be dedicated and committed to the enhancement of processes and this culture must be passed on to the entire staff of the Airlines company.
Stage 2:
Quality Improvement Team: It is necessary to formulate a team specialising in total quality management. For process consistency, this team should be solely responsible.
Stage 3: 
Quality Measurement: Airline’s management need to assess and analyse process efficiency and recognise the areas that need enhancement before they start implementing any action plan.
Stage 4: 
Cost of Quality Assessment: companies need to measure the cost that comes with it. What is the quality expense, and how does it fall into the overall strategy of their Airline company?
Stage 5:
Quality Consciousness: they would also need to start executing a plan after having established what needs to be changed so that corrective steps begin to roll out.
Stage 6:
Corrective Action: Airline company management would also need to start executing a strategy after determining what needs to be changed to start executing corrective measures.
Stage 7: 
Strategy for Zero Defects System: It needs to be noted that removing defects is all about this move. Not only does this step strive to reduce defects, but to remove them completely.
Stage 8:
Supervisor Training: Airline organisations need to have managers who consistently support this culture to achieve process quality; and to do so, they need to provide them with the necessary training.
Stage 9: 
Zero Defects Day: Management of Airlines organisations need to raise awareness by conducting a day of zero defects in which workers are involved.
Stage 10:
Target Setting:  Staff from the whole Airline company should be active in setting targets for change. Management make sure the targets are made transparent at all levels of the organisational structure by involving everybody.
Stage 11: 
Error Triggers Removal: It is necessary to take a step back and recognise any errors that obstruct this process in every quality assurance effort. It is important to involve all employees in this procedure.
Stage 12: 
Acknowledgment: Recognizing and rewarding workers who succeed in quality improvement programmes will not only motivate them to continue the good work, but it will also enable others to begin to participate.
Stage 13: 
Quality Council: To establish concentrated and clearly established targets, carry along experts and keep quality councils on a regular basis.
Stage 14: 
The model's last stage is very basic. Here, from the beginning, the management need to do everything all over again. The Crosby model is not an ordinary model, but rather a continuous process system. Therefore, Airline industries should ensure that they repeat this process repeatedly (Crosby, P.B., 2005). 
[bookmark: _Toc55412751]Section C: 
[bookmark: _Toc55412752]Conclusion
To conclude, the aviation industries from Section A occasionally may recognized as being not having ethical and sustainable policies in place due to poor decisions, beliefs, actions, and lack of predicted continuous growth and the use of limited natural resources. Customer satisfaction and loyalty are important concerns for these Airline industries and have a substantial position in increasing their sales. Therefore, implementing the interests of customer relationship management could help them developing robust relationships with customers and that is where ethics and sustainability comes very useful. 
Sustainability orientated customer relationship management for the airlines will help the aviation companies to have better planning on economic, ecological, and social goals when creating and preserving long-term cost-effective customer relations. Most importantly, sustainability concerned with customer relationship management is aimed at increasing customer awareness of corporate sustainability issues and attracting and maintaining sustainable customers.
Ethical relationships concerning for these three Airline companies’ communications with customers can have a direct impact on the success of the company. Ethical customer management relationships should include honesty with customers, delivering a good product or service and backing the product or service. Airlines company policy that encourages positive relationships with customers can help position the company as a trusted one. While unethical behaviour, such as making false claims, may gain them immediate customers, this same behaviour will lose those customers in the long run.
Customer relationship management policies are an important tool for maintaining customers and increasing customer lifetime value. However, these 3 airline companies may not utilize customer relationship platform properly. Therefore, managing customers efficiently is vital to the success of all airlines, as the dynamics of their customer relationships are transformed by competitive and economic factors. Airlines need to take a comprehensive approach focused on careful factual research to establish and implement CRM strategies to understand the full economic benefit of each consumer. If competitive differentiation and profitability are to be achieved successfully in the future sustainability, these airline companies must follow an integrated CRM strategy. In a deliberate, comprehensive manner, airline managers need to improve their CRM software, which will greatly increase the probability that their efforts will succeed. Airlines create a virtuous cycle that can contribute to renewed economic growth by establishing a genuinely positive customer experience company, based on a strong understanding of customer ethics, value and needs, and encouraging employees with the resources and providing skills to respond to the customer.
[bookmark: _Toc55412753]
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