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Executive Summary
This report analyses from critical view of impacts of organisations quality processes have on customer relationship management. The main problem identified is unethical behaviour within the organisations such as Primark and Nissan both have had bad ethical practice. It can be concluded by recommending further developing of customer relation management by focusing on code of conduct and valuing to maintain the relationship. 
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Terms of Reference

The report of critical perspective of the impact organisation quality processes have on customer relationship management was requested by customer relation online journal on 18th July 2019  to be completed by senior researcher there are number of areas of the problems identified such as customer service relation of organisation on these policies, Ethical, Sustainability and quality researcher will be illustrating with literature analysis of critical discussion on quality models and theories the report will need conclusion on the basis of influences of ethical and sustainability policy on quality to be completed by 05 July 2019.





















Procedure
The methodology that the researcher will be adopting in this report is secondary research through textbooks, journals and websites. The main data used will be qualitative. 



























3.0 Findings

3.1 Ethics 
“Ethics the codes of moral principles, values and rules that govern our decisions and actions with respect to what is right and wrong, good and bad” (Buchanan and   Huczynski, 2010, pp52).
The Researcher describes Ethics as it does not mean the same thing to everybody it is different for some it can conclude policy and procedures; ethic values, ethic culture and business ethics. According to the researcher business ethics is dealing with the ethical values of the business such as decision making, the development of codes policy and ongoing discussion of what is good or bad (Wetherley and Otter, 2008). Another one is “Ethical cultures are vital in helping organisations shift focus from short-term profits to long-term sustainability, ensuring that work benefits everyone – from employees to shareholders” (CIPD, 2019).
Corporate social responsibility is when organisations involved with social an environment in the business processes and interacting with the stakeholders regularly (Wetherley and Otter, 2008)

There are two main parts of ethics descriptive ethics which are ethical behaviour which attracts customers and whether CRM system comply with policies second part is normative ethics which means how the company is portraying itself such as a mission statement and ethical values.
According to Schroeder (2002) argues where ethical business is concerned there are three typology such as businesses that look to increase profit, but then give charity from same profit, business that look to mix in with social values daily and lastly business that manufacture ethical products and services however this is something that is implemented from leaders that have developed ethical business and are the main decision makers (Schroeder cited in Campbell and Kitson,2008).
Researcher has found that there are two ethical tests which are the golden rule test means putting yourself in the shoes of others when comes to being treated fairly and front page ethical test which is being badly publicised on front page which if organisation is being unethical then.
Gellerman (1986) Argues most important four rationalisations managers use to defend unethical behaviour is belief any activity is within ethical legal criteria that not illegal, secondly believe that persons or corporation’s best interests is that expectation is that somehow take on responsibility, activity is safe never be discovered or publicised lastly due to the activity helping the firm, the organisation condone it even protect the person involved. (Gellerman cited in Campbell and Kitson,2008).

3.2 Sustainability 

Business sustainability can be defined as “taking the goal of sustainability, living and working in such way that human society will be generation to come, and translating that into the changes required of an individual organisation” (Wetherly and otter 2008).
The researcher has discovered on the one hand Sustainability is based on fundamental elements of good governance, ethical conduct and compliance with the law by taking risk encouraging great reputation (Molthan-Hill, 2014) on the other hand also sustainability work with government to reduce carbon emission and waste recycling in fact there are different terms of sustainability based on customer relationship management, sustainability has an impact on social and environmental. When it comes to examining sustainability, the system needs to consider the triple bottom line they need to be aware of developing a management system of CRM and look at the three pillars of sustainability, which consists of three components such as the economy, society and environment (Molthan-Hill, 2014) these three dimensions of sustainability can be viewed as a framework that organisations have adopted to evaluate their progress in wider perspective to make better business value.

3.3 Quality 
Definition “Quality management is always based on customers' needs and expectations. If they are satisfied with our products or services, it is likely that we can also satisfy their needs. Customers will then become our partners, our defenders” (Havlicek, Breckova and Zampeta, 2013). 

The researchers' understanding of quality is that it can be described as quality of a product or services received point of sale. There are a variety of theories and models that define quality such as Ishikawas Fishbone diagrams which is “cause and effect” tool  this is designed to identify the problems and organises problems between urgent and least it is also used as a structure to brainstorm ideas (asq org, 2019).
Moreover, Deming's 14 Points of Quality Management, or the Deming Model of Quality Management, a central idea on actualizing all out-quality management (TQM), is a lot of the executives’ practices to help organizations increment their quality and profitability (asq org, 2019).
Lastly Juran Quality route map this theory is based on Quality of control and improvement Juran believes for this quality theory to work senior management needs to be on board and make an effort to pledge quality otherwise all efforts will not succeed (Business, 2010).

	

3.4 Impacts on CRM systems 
The researcher has researched how sustainability, Quality and ethics has an impact on a CRM system 

3.4.1 Sustainability
Researcher has identified why sustainability is part of CRM system sustainability provides value strategy that are not addressed by CRM system which then adds on to process and structures it is also used in areas of marketing, sales and service both CRM and sustainability assist with shaping business the goal is to rise customer awareness of corporate sustainability in order to appeal and gain sustainability conscious customer on the other hand CRM system enables purchases which making it profitable the organisation with their high level of customer satisfaction  making it sustainable (Campbell and Kitson,2008).
Sustainability for businesses have become very important in order to be competitive today, by using the strategy will develop long term value for the organisation by embracing sustainability (Imd org, 2019).

3.4.2 Quality 
The importance of having Quality is one of the vital aspects in CRM as every user is known to be responsible for accurate data the main part when parts of new data records are entered the data quality in CRM system is serious if system crash or functionality down firms take instant action, it is also used to support customers entering accurate date in order to prevent duplicate record “If data quality is not ensured not only single users are facing serious problems – at the end the whole system will no longer work efficiently.”(blogs. Sap, 2009) there are six pillars of CRM data quality to ensure good quality of data these guidelines are implemented then get the best quality some of which are accuracy, completeness, uniformity, uniqueness, timeliness and security (Quanta CRM, 2019).
The researcher has identified there is Gaps model of service quality which is framework used for dealing with services and quality and customer driven innovation since this framework started customers has become the main focus due to competitive goals for companies the mail aim for this Model is to satisfy customer needs (Research Gate, 2010).

3.4.3 Ethical
The impacts of Ethics n CRM system which are organisations ethical issue began with method of collection of customer information for the CRM. Ethical companies ensure the data such as credit card details or medical records, gather in a safe location and are transmitted back to system securely. the accuracy of data being submitted is very important and ethically essential moreover the main ethic principles are that the information belongs to the consumer and must be in charge of its data (Biz fluent, 2017)  the researcher considers organisations to have good ethics practice as ethics play key role in management its everything to do with values, attitudes and defining the culture of the firm there for unethical behaviour can reflect on that and have an impact on reputation and bad practice (Harvard business review, 1994) Moreover researcher found that some business owners values did not align with the existing business practice and started looking to be more responsible in business by creating advantage to be more ethical stance when communicating with customers which will value (Wetherly and Otter, 2008). 
The researcher found that the benefits of keeping a high level of ethical standard have increased for customer satisfaction which follows on to repetitive business from value recommendations from customer to new customers also good ethical practice shows when a person can fulfil the demand of the customer this develops into highly satisfied customer (Your Business, 2019). 
The researcher found that culture can portray the personality, organisational culture, it affects how things are done within the company, organisation culture is linked to value and beliefs which is also linked with ethics (Buchanan and Huczynski, 2010).
Furthermore, the customer relationship can be affected if organisations are accused of child labour, environmental damage or otherwise acting unethical as customers have beliefs, integrity and environmental aware many more all these reflect on culture norms where values are concerned and these customers become loyal (Buttle, 2010).

3.5 Organisations that use CRM system 

3.5.1 Nissan motor manufacture
Motor company which was founded in 1933 under the name of Jidosha-Seizo Kabushiki-Kaisha later the name was changed in 1934 into Nissan motor company Nissan started off producing small cars switched to trucks to military vehicles.  (History, 2010)
Sustainability at Nissan they claim to contribute to sustainability development of society by working with lots stakeholders for requirements of society their vison is to “Enriching People’s Lives” to provide greater values to its stakeholders together fulfil requirements of the society also zero emission they are in green technology which includes cleaning diesels cars , efficient combustion engines and so on. (Nissan global, 2019)
Nissan state that they provide a high level of quality in their product and services, however, Nissan revealed another quality control scandal where few of their factories were doctored fuel efficiency data for 1,000 and more cars (japan times, 2008)
The impacts of the sustainability and ethic and quality of customer relation has had massive affect customers as Nissan have introduced a new policy to improve ownership  for consumers in Indonesia some of the strategy includes to offer improvement of customer services and plans to increase partners around next five years (Asia Nissan news, 2018). The researcher has found that according to sustainability reporting 2018 Nissan has new strategy for 2022 in place to keep up with the social trends and deliver value and innovations which include three terms environmental, social and governance which summaries contribution towards sustainability of society aspect (Nissan, 2018).

Ethical behaviour 
According to BBC news (2018) and the guardian (2018) Nissan was involved in a scandal of misleading their consumers by selling cars with falsified exhaust emission tests they did not follow the legal procedure what is required the sizes falsified carried out in japanese factories this has been badly publicised at the front page and reputation of Nissan damaged they have been unethical with their customers by lying this is an ethical issue  

3.5.2 Primark retail 
Primark’s opened in 1969 its first store was based in Dublin the name was then called Penney’s and they have currently more than 350 stores across Europe and America, Primark is a latest fashion retailer which also sells beauty and Homeware at low value against another high street (Primark, 2019).  
Sustainability and ethics at Primark the researcher found that Primark strongly state that their overseas factory workers have equal pay and safe working conditions all the suppliers and factory workers to keep up the standard and are reviewed. Environmental wise Primark recycled when they can one of their examples is their brown paper bags also Primark are reviewing the products used to make the clothes made from zero discharge of hazard chemical free program and also are partners in the sustainable apparel coalition combined to make progress to encourage chain of sustainability (Primark, 2019).  
Primark have been part of an independent ethical trading initiative since 2006 they have a code of conduct which means they check audit once a year to see if the standards of the code is implemented it consists of 12 principles which are against child labour and bribery also factory worker getting respect (Primark, 2019).
Also, their Ethical Trade and Environmental Sustainability Team are responsible for other policies other than code of conduct such as Primark’s compliance with the UK Modern Slavery Act and safety programs. It is highly emphasised that uk gender report they are in within the new regulation of government and reviewed statistics to summarise gender pay claim to support all genders, however the researcher does not agree with all the policies as research show that Primark came under the spot light for supplier workers that were illegal were paid below the minimum wage of £3.50 TNS Knitwear Ltd in Manchester according to private investigator by the BBC new 2009). Another incident was when a one of Primark’s factory in Bangladeshi burnt down where 900 people died, this was the industry worst accident ever again this is due to unsafe working environment.

3.5.3 Santander bank
Santander UK is a commercial bank in the UK and subsidiary of major global bank Banco Santander. (Santander, 2019) 
Santander has sustainable strategy which includes customer orientated sustainable business model for recurring profits the researcher has found that the model also focuses on ethical, social and environmental criteria. Santander seems to have an excellent relationship with its stakeholders build on trust also good corporate governance and giving back to the community by investing in education (Santander. 2019) please (Appendices A) for information on independent service quality survey results, this information shows their Quality and customer services with their feedback.
The Researcher has found that according to the guardian (2018) Santander was fined a large amount of sum for keeping deceased customers' money for 21 years failed to maintain the customer relation with the next of kin by treating them unfairly. 

3.6 Identifying the Gaps of Ethics, Quality and Sustainability within Organisations 
The Researcher has identified Gaps within the organisation mentioned in 3.5
3.6.1 Nissan Motors 
Nissan have been unethical and unsustainable with their customers.
Threats bad practice loose customers strain on relationship due to publicity 
Finding another sustainable source 
Train Quality management employee 

3.6.2 Primark 
Primark have been unethical by portraying high level of code of conduct and policies regarding child labour and fair pay on their website however the researcher has identified bad ethical practice of child labour according to the telegraph, (2013) and BBC News, (2009).
Review their standard of polices 
Health and safety regulations working conditions of factories 

3.6.2 Santander 
Researcher identified no gaps in Santander which have good overall ethical practice and sustainability.
Quality wise low rate of interest



























4.0 Conclusion 

To conclude, this report has shown that the main problems within Nissan Motors are bad customer relation with its customers by being unethical the falsified exhaust emission test has had a big impact on customer relation.
The main problem at Primark is unethical behaviour issues with child labour and breaking the law by paying below the minimum wage even though researcher found Primark are sustainable with their garments by using less chemical and recycling paper carrier bags some way they are sustainable however need to improve on their relation with their suppliers.
The researcher identified Santander has least sustainable, ethical issues only one ethical issue was that getting fined for holding deceased money. 
It was recommended that Nissan Motors needs to review their Quality and Primark western buyers to improve safety work regulations and conditions 
Ethics, Sustainability and Quality have a huge impact on customer relations need to fit into the organizational culture organization that work in moral code with good values are more successful and follow good practice   


















5.0 Recommendations

 NISSAN 
Nissan social performance audit see where it stands against other corporate social report using the triple bottom line method would be effective would increase awareness of stakeholders
Take part in finding other renewable fuel sources for sustainability development 
Focus on way of quality management as Nissan needs to find ways to improve aspects of production flaws 
Primark
Train Quality oriented staff and management 
Revise their code of conduct policy and procedures 
Healthy and safety work conditions for customers and suppliers 
Sustainability instigating by looking at policy are they acting sustainable and ethical
Apply the Jurans Quality Model

Santander
Capture imagination new customers promote new venture engaging with prospect level attract customers 
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Appendices

Survey carried for the Quality of services to their customers 
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As part of a regulatory requirement, an independent survey was conducted to ask customers of the 14 largest business current account providers
if they would recommend their provider to other small and medium-sized enterprises (SMES”).

Overall service quality Online and mobile banking services

We asked customers how likely they would be to
recommend their providers online and mobile banking
services to other SMEs.
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SME overdraft and loan services Relationship/account management
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Services in branches

'We asked customers how likely they would be to
recommend their provider’s branch and business
centre services to other SMEs_
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