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Executive Summary
The report has focused on customer relationship management at H&M. A detailed discussion of the ethical and sustainable policies followed by H&M has been discussed in this report. These policies were used by the company to make its impression better in front of its customers. 
Customer relationship management is required in every organisation for conserving good relationships with customers. Therefore, by implementing CRM strategies, H&M has grown its business profitability over the years which was reflected in this report. Economic theory can be established by the company for the betterment of its financial situation. The concept of game theory was provided here for providing the necessity of CRM in a company. The report has gone through relationship marketing theory to enhance customer retention within the organisation. The effect of healthy customer relationship management on a company was discussed here. Some recommendations were also provided to increase the sales of the company’s business and provide the best customer experience. 
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Customer engagement improves customer experience through an organisation's positive efforts and customer interactions. An organisation can engage with its consumers through different channels like websites, company blogs and social media (Khorsheed, Othman and Sadq, 2020). Many organisations are seeking different paths like- sustainable and ethical marketing to enhance CRM. In this regard, a company will be taken in this report and it will be based on its improving customer relationship management. The main objective of this report is to discuss the sustainability and ethical policies of the organisation. Along with that, the improvement of CRM within the company will also be described. After that, the report will focus on some theories, like- economic theory, game theory and relationship marketing theory. The effect of healthy CRM policies within the organisation will also be explained.  Lastly, the report will end with some recommendations based on the developing points in conclusions and findings of the report. 
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Investigate the customer experience of companies based on the following policies:
H&M, a clothing and fashion company in Sweden has become one of the renowned global brands. Therefore, this company has upgraded many ethical and sustainable practices in the formulation of the policies for growing better relationships with their customers. 
a) Ethical: The importance of ethics in the development of better customer relationships can never be ignored. H&M follows many ethical policies for this purpose which are,
Document of Ethics: H&M has published its booklet on ethics for their employees where some obligatory policies have been mentioned to be followed in customer dealing. There are some codes of conduct mentioned in the booklets that help the employees to follow while dealing with the customers directly.
Zero tolerance of corruption: The company follows a strict attitude to handling corruption. They have implemented all rules and regulations to be followed by their partners and employees. These rules include no bribes or gifts to the employees of H&M and the employees are also asked not to take any personal benefit from the business partners (H&M Group, 2021). Here the company has implemented the Right theory of ethics to follow the correct way to deal with corruption. 
Maintenance of Integrity: H&M has made it mandatory to maintain integrity and dignity while communicating with customers. All the employees of H&M have to undergo proper training to build these qualities among them. The employees are always directed to behave with the customers appropriately so that the brand image should be maintained. 
Trust building with the customers: Total number of H&M stores across the world is more than 4465 (Statista, 2019).  which are accessed by millions of customers. Therefore, the company must build a trustworthy relationship with its customers. Ethics policies help their employees in dealing with the customers in the right way and that leads to greater success achievements for the company. 
Staying away from false advertisements: H&M is a global brand and they need to stay away from the false practices for advertising their products. The promotion and advertisements of H&M strictly follow the transparency theory. They do not use exaggerating tricks to attract customers. Therefore, they have gained tremendous trust from their global customers. 
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Figure 1: Ethical Policies.
(Source: Flickr, 2022)
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Sustainability is a social objective that encompasses the importance of fulfilling the desire of the present generation without impacting the requirements of future generations and the planet (Santander, 2022). H&M is a global brand that believes in following sustainable policies for a better future and these policies include:
Sanitation and Water policy: H&M has decided to launch an awareness campaign on the conservation of water, clean drinking water, sanitation and hygiene programs. The company has stores in many parts of the world including those countries that suffer from the problem of water distress. As a global company, it has taken this initiative as a part of its sustainable policies. 
Environment education: The company has focused on educating its employees and customers about the importance of the recycle and reuse initiative to save the environment's cleanliness. These initiatives have taken place under H&M’s corporate social responsibility (CSR) theory. 
Sustainable Fashion: H&M has started popularising Sustainable fashion as a major promotion. According to the sustainability policy of the company, these fashions will reduce the harmful wastes from the environment. This policy ensures to make the customers aware of the materials used in the production of the clothes they have bought from H&M.
Enhancement of livelihood: This is another sustainability policy of H&M where they have started focusing on the empowerment of women and youths. Youths are the future flag bearers of sustainable practices. Therefore, the company has started providing training about the importance of a sustainable environment. H&M has taken this initiative following the social theory of Sustainability. 
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Figure 2: Sustainability Policies
(Source: Dimitriou and Karagkouni, 2022)
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Improvement of customer relationship management in the company
CRM is a useful strategy that is beneficial to foster relationships with customers. As opined by Setiawati et al., (2019), customer relationship management is keen to interact with potential stakeholders and consumers for improving business relationships. CRM strategies are facilitated by all organisations for staying connected to the customers. It helps in streamlining the procedures and growing profitability. CRM strategy is acquired by H&M which has brought profitability for both the consumers and the company. Throughout the years, the company has improved relationship management in order to reach customers on a global level. According to Khan et al., (2022), Relationship management has adopted the idea of finding out useful data regarding the customers. In this way, H&M has found out the names of the potential customers who have interacted mostly and purchased products regularly. For instance, 51.53% of customers prefer to use mobile applications to know about the recent products and offers given by the company.
Hence, it is evident that the management has concentrated on focusing on advertisements that can target more audiences. As stated by Dewnarain, Ramkissoon and Mavondo, (2019), relationship management has measured the identity of the potential consumers and they are contacted through social media via chat process. The company has 40.4 million followers on Facebook and it often gives updates on the Facebook page. Instagram is used by the company for making people aware of recent fashionable products. Many videos are uploaded on both Facebook and Instagram for reaching more customers. The customers collect points by shopping from the online application of H&M. The customers can qualify for free delivery once they earn 300 points. The company also takes care of the feedback of the customers and takes necessary steps to fulfill their requirements. It helps to enhance customer loyalty.  
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Figure 3: Customer Relationship Management
(Source: Parekh, 2022)
Economic theory: Economic theory proceeds concretely by building an economic model that simplifies the real world. According to Debnath, (2022), there are some major components of the economy such as capital, investment and wages. H&M can utilise economic theory for understanding the sales growth that can be derived from its customers. The main motive of the economic theory is an attempt to describe the financial activities inside the organisations. It also explains how the economy of the organisations works. It is involved with analysing, describing and defining multiple economic aspects and variables which impact economies. The function of economies is understood by economic theory. As opined by Hidalgo, (2021), economic theory is beneficial for predicting future economic functions as well. This is evident that by implementing economic theory, H&M can understand economic phenomena. Therefore, by using economic theory the organisation can influence the customers as it will help to understand the economic situation. H&M can utilise economic theory for building up monetary policies. According to economic theory, customer relationships can be boosted by economic theory. Understanding CRM economics can be beneficial for attaining more customers worldwide. CRM combines economic practices and customers. The main goal of economic theory is to assist in customer retention and drive sales growth. 
Game theory: Game theory is focused on the grounded development theory which helps to investigate the additional differences between the results of social as well as commercial relationships. According to Debnath, (2022), CRM processes help an organisation to provide a competitive advantage in the contemporary industry along with enhancing the recognition of inter-organisational and inter-management relationships. Simultaneously it offers the scope to generate measures for the construction of a CRM framework. As opined by Debnath, (2022), the customer relationship management process empirically validates the relationships with several companies and its members who are involved in the management. H&M may use the game theory to provide a competitive advantage in the business environment by understanding the significance of inter-organisational relationships. It will create a great opportunity for the company to build a proper framework for customer relationship management. 
According to the game theory CRM plays a crucial factor for enhancing the organisational performance of any company as it boosts the efficiency of its service quality and innovativeness. As stated by NI Business Info, (2019), innovation in production is essential for every organisation to develop its earning as well as profitability. Therefore H&M will follow the game theory to boost its organisational performance by bringing improvement in the innovation and service provision segment. It is evident that customer relationship management can create a connection between the employees’ behaviour and internal branding that is beneficial to deliver the promise of the brand. In this way, H&M can create its brand image properly all across the globe by implementing the processes of CRM. The CRM activities need to include the motivation segment to encourage the employees that can be occurred with proper communication with employees. The motivation will bring more innovation in the production of H&M which may assist it to gather more consumers all across the globe. 
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Figure 4: CRM of H&M
(Source: Andy Woojin Kim, 2019)
Relationship marketing theory: Relationship marketing theory is based on a strategy to improve and increase customer retention within an organisation. This theory looks to use traditional marketing tools in order to create long-term value for consumers. H&M may use relationship marketing theory to begin relationships with its customers through an increase in sales. According to the Management study guide, (2022), sales do not always determine the growth of the business but the profit from this relationship can be measured by the organisation’s success. H&M can use relationship marketing in order to develop continuous relationships with its consumers. It is believed in this theory that the consumer is the centre focus of the business instead of the business’s offerings and products. In this regard, H&M may utilise relationship marketing to enhance CRM which will be beneficial for the growth of the business. Long-term relationships can be maintained through relationship marketing which may prove a beneficial step for H&M. Furthermore, the company can boost its sales, pre-sales and after-sales activities. According to the Management study guide, (2022), understanding the expectations of customers may also be improved through this theory. After this understanding process. H&M can show full commitment to deliver within customer expectations. Total quality management is committed through relationship marketing and this commitment towards providing quality services may be influential for the company. Moreover, relationship marketing theory enlightens marketing campaigns which H&M can use to tailor an employer's specific needs within an organisation. Problem-solving capacity of the customers may be addressed through relationship marketing which H&M can utilise to provide solutions to customer issues. 
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Figure 5: Relationship Marketing
(Source: ConceptDraw, 2023)
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Impact of healthy CRM on the company
The activities of customer relationship management (CRM) assist organisations to manage its interactions with its potential and current customers. Therefore, it helps businesses to create good relationships with its customers that resulted in creating both customer loyalty and retention. Both the factors of customer loyalty and retention leave a great impact on the revenue of any company (Kulpa, 2023). Customer relationship management helps companies to anticipate its customers' needs. Additionally, effective use of CRM can also offer strategic advantages to businesses. It is beneficial for businesses to be more effective in automating and organising certain business aspects (Kuligowski, 2021). CRM assists in enhancing marketing campaigns and sales processes. A healthy customer relationship management can offer various benefits to the renowned international clothing company, H&M. It can improve the quality of its customer service which will be beneficial for the apparel company to build loyalty among its customers. An effective CRM can improve the productivity of H&M which will bring more revenues to the company.
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CRM is used to improve the relationship between the company and the customers. There are various techniques and tools which can be used by an organisation to make its customers feel better. In this process, customers can stay loyal to the business and it will last a strong lasting relationship with the company. CRM software keeps a track record of all interactions between customers and organisations. Some recommendations will be provided to H&M to improve its CRM system.
· Tracking customer behaviour: H&M should track consumer behaviour through the sales cycle and in this way, the company will be able to know their needs or wants.  Moreover, the company should need to be familiar with what customers are searching for (Georgiev, 2021). H&M can provide the required services or products customers want. Salesforce is one of the software that H&M should use in order to monitor customer purchasing behaviour and in that way, the company can provide better customer experience. Data should be up-to-date as it will be beneficial for the employees of the company to put accurate information on the system. 
· Integrating CRM with various social media platforms: Another process that H&M should follow by integrating its social media platforms with CRM. In this process, the company will be able to know more inside details of the market and it will also be beneficial to reduce duplicate emails. Additionally, more people will be interested in the company’s business and its offerings. A CRM with social media integration can be useful to manage teams and improve customer relationships through effective communication practices (Tawfik, 2022). Connecting social media platforms with CRM should enable H&M to respond to and monitor customer feedback, comments and questions. Additionally, H&M should use its social media marketing to offer incentives, share crucial content and build rapport as well as trust among the consumers. 
[bookmark: _Toc139639653]Conclusion
Therefore, in conclusion it can be stated that leadership management is a crucial factor in every workplace to understand the customers' experiences and their engagement. The report encountered the discussion of sustainability and ethical policies of organisations. The customer experience has been also investigated in the task related to the policies. The procedures of improving CRM in a company was also mentioned here. The report has given a brief description of economic theory, game theory and relationship marketing theory. The discussion of economic theory was mentioned here that was based on the concept to boost the economic improvement of a company. Game theory has been discussed in the report highlighting the significance of CRM in a company. The report provided a brief concept of the relationship marketing theory. The effects of efficient CRM on any organisation was also discussed in the report. Some suggestive things have been recommended here that will be beneficial to improve the system of customer relationship management of a company.
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