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Exclusive summary
In this report the researcher discusses the definitions of Ethics, Sustainability and Quality. How it has an impact on the organisations customer relation manager (CRM). How the management implements  ethics, sustainability and quality to maintain their staffs or team and the same time act as a responsible representative to its customer. By using quotes and example from websites to help reference the idea. Using 2 organisations Tesco and Virgin Group. Researching through the internet, the researcher has found few problems  with Tesco ethics and sustainability, with few examples, like ‘Tesco timeline in China’ the researcher recommended how Tesco should return and claim their position back in the China grocery market. How Virgin uses their ethical and sustainability policy, allowing their staff to contribute with their thoughts and ideas with organisation. How Virgin helps the environment by going green and contributes to charities.  
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1.0 Terms of reference
This report was requested by CEO of Marketing weekly, on 13th March 2019. In order to gain an understanding of ethics, sustainability, quality and the impact on the organisations CRM system. The researcher has compiled the report, with the brief outlining of the state what problems are. Th main problems are played around ethics, sustainability and how the impact of the organisation CRM system and the gaps in the CRM system. The report is requested to be submitted by 29th March 2019.

2.0 Procedure
2.1  Websites were used to complete the report.

3.0 Findings
3.1 Ethics:
What is Ethics?
According to Oxford university press from oxfordictionary.com (2019). The definition of ethics is as follows: “Moral Principles that governs a person’s behaviour or the conducting of an activity. This word is usually treated as a singular word, the branch of knowledge that deals with moral principles”.  By reading this definition the word ethic has a lot of value in a person’s life and activity as it is the moral of the persons principle. The value of ethics can be used in an organisation. Looking at the moral principle of both,( when recruiting potential employees to be a part of the firm. Both the recruiter and the recruited can either benefit the advantage or suffer the disadvantage from each other’s moral values and principles or in other words their ethics. From an organisations prospective this can also be translated as to recognise one’s ability or determination and how they behave, ensuring the right candidate for the position applied. Ethic can also be linked with culture. Looking from an employee prospective if their cultural  or ethical behaviour is respected, then the employee will motivate themselves to work hard and return the respect that they receive. For example, if a Muslim individual is applying for a position in an organisation, and their basic requirement are met e.g. prayers, head covering/beard and fasting etc. then in return they will make effort to show their gratitude by fulfilling their duty as part of a team in the organisation. A manager will have to care for the employee’s code of conduct to obtain an unbeatable team. 

3.2 Sustainability
What is Sustainability? 
According to Oxford university press from oxfordictionary.com (2019). The definition of sustainability is as follows: “the ability to be maintained at a certain rate or level”. The basic idea of sustainability is to integrate economic, environmental and social matters in to core areas and maintain its method. This makes the managements increasingly both cultural and social balanced towards the employees or staffs on their team. Thus, the decisions are well performed and planned. The strategic planning and performance measures are balanced avoiding any risks. This will help establish problem solving and maintaining employees score. Avoiding any offset within the team. Excellent service and innovation can simulate through the cost of the leadership and the peers in the group. The benefits are centred around engagement within the team and towards customers, which will drive the business performance and deliver financial benefits and achievements.

3.3 Quality
What is Quality? 
According to Oxford university press from oxfordictionary.com (2019). The definition of Quality is as follows: “a distinctive attribute or a characteristic possessed by someone or something”. Quality involves trust. Commitment and trust can create a quality and satisfactory relationship, whether between empire of corporates like Virgin group, trading in between 2 companies, employer or management and employees or even with in a couples. A quality management in an organisation can improve performance by maintaining their focus on customer satisfaction, trust  and commitment. A quality management can operate in many industrial elements. With strategic goals and recognition for reward mechanism based upon the team members performance, the manager can encompass individual’s performance measure while committed as a teamwork. Quality can be measured and controlled to ensure the fulfilment of requirement are met for the organisations, employees and customers. This is an important function to add value to the quality of management and obtain a strong position through product and service competition. Management are responsible  of prevention of various system failures. To identify the route of the situation and approaching with a solution, to prevent further occurrence. 

3.4 Impact on CRM system
Edward C.S. Ku publishes on researchgate.net (2010) an interesting quote “CRM has been widely regarded as a company activity related to developing and retaining customers through increased satisfaction and loyalty” The importance of organisational Ethics are its policies, and challenges that may be unlimited to discriminations. The issues of the organisation’s ethics have become more important in the modern era due to social media exposes. 
Sustainability for CRM can signify the engagement of stakeholders and the performance on the stock market while having a reaction on the organisation itself. In a publication written by Eccles. R G, Serafeim. G and Ioannou. I, (2014) in their paper, a theory was given by (Govindarajan and Gupta, 1985) “Top management compensation systems align managerial incentives with the goals of the organization by linking executive compensation to key performance indicators that are used for measuring corporate performance”. This theory explains how management compensation system can result the goals of the organisation by linking executive compensation to measure their key performance.
The importance on Quality CRM, in the modern era of competition, maintaining Quality on products and services for both internal and external customers. The pressure is upon the management team to provide the better available service. As the management must report to the higher authority and the employees below. A blog by Management Guru (2014) talks about TQM and how the method can be applied to modern CRM. “Total Quality Management aims to provide a continuous effort towards the growth of quality management tasks so that the organization can come up with solutions which are designed to provide high quality services and products to the customers, so that the company can come up with unique solutions which can make the customer happy. The TQM methodology is applied to all the departments which are related to the CRM”.  ‘Management Guru’ believes that TQM can develop the creditability of the information to make progressions more operative and fault free for the CRM of the organisation. 

3.5 Organisations CRM system
In a report by Jon Dudovskiy in research methodology (2013) he references Customer relationship management has been defined as “a business approach that integrates people, processes, and technology to maximise relationships with customers”. Goldenberg (2008, p.3). Moreover, it has been stated that customer relationship management “characterises a management philosophy that is a complete orientation of the company toward existing and potential customer relationships” (Raab et al, 2008, p.6) “
There is many reason why organisation uses CRM strategy. For example, Connecting with customers, insights of business data etc.
A quote from Davenport et al. (2001), states that “all the tools, technology and procedures are to control, manage and improve or facilitate sales, support and relate interactions with customers, and business partners throughout the enterprise”
Another quote on the same website by Siebel (one of the major players in the CRM market) “CRM is an integrated approach to identifying, acquiring, and retaining customers. By enabling companies to deal with and coordinate customer interactions across several channels, departments, lines of business, and geographies, CRM helps organizations maximize the value of every customer interaction and drive superior corporate performance.”
On the same website another familiar quote by Gefen. D (2002) “the customers are always right,” An example of Tesco how the organisation uses Clubcard as an attract customers to use their organisation rather than their competitors. Analyse the data extracted from the uses of the Clubcard’s. To facilitate the customer’s demands on the product that they buy. Shuffling the high demand products like bread and milk. Tesco offer Clubcard points to interest customers to return to their stores for further custom. Offering saving on certain products that they buy. According to Rosie Baker (2010) an article on Marketing Weekly.ATEST she states, “The supermarket claims to enjoy the highest level of loyalty among the major UK supermarkets as measured by the percentage of customers who do more than half their shopping with one retailer”. On the Tesco website ourtesco.com (2019), Tesco explains their code of business conduct by expressing their views on how important their values in work practices are. It reports “By making sure the way we do business is fair and ethical, we live the Tesco Values and can be proud of the Company we work for.” Tesco fluctuated with ethical policy, were they are scored to be the best ethical for consumers. And other time they were prevalent in slave labour. On the website ethicalconsumer.com (2019) the report states “In November 2016, Tesco scored an Ethical Consumer best rating for its supply chain management. In 2014 however, a Guardian Investigation found slave labour was prevalent in the production of seafood sold by the likes of Tesco. In February 2016, Ethical Consumer gave Tesco a worst rating for the likely use of tax avoidance strategies”. Regardless of the criticism Tesco receive, the supermarket still seems to be on everybody’s list of favourites. Tesco is a leading superstore chain in the UK. Tesco sells almost every necessary thing for our day to day life.  Tesco starts from Groceries, Electrical good, babies and toddlers and gardens etc.  in a report from dissertation plant (2014) on the website dissetationplanet.co.uk it states that “Its mission is to retain loyal people. It works on long term goals of company. Tesco aims to motivate the staff to achieve the targets. Tesco’s mission includes being loyal to both customers and employees. Sustainable growth is one of the beliefs of Tesco. It is responsible, it is what its customers want, and it makes good business sense. If it takes unsustainable decisions the whole will be harm by it. In the same way, it will be incompetent and raise its costs by being failed to reduce its environmental impacts”. Tesco try’s attacking problems by stating it, signifying it and rationalising it. By taking these step Tesco’s looks for the important factor of the problem, then the organisation tries to pinpoint the criteria and in order to succeed they aim to study further and examine the problem before extinguishes it. 


3.6 Gaps in the CRM system
In the Independent an article (2018) by Josie Cox she quotes “Consumers are calling on Tesco to backtrack on changes it has introduced to its Clubcard scheme, labelling them as unfair and saying that they will disadvantage thousands of loyal customers.”
The change has created a lot of controversy with customers loyalty to Tesco. Tesco stared to decrease the rewards for their customer loyalty. Thus, customers will start shopping in other supermarkets, the outraged customers feel deceived by Tesco’s greed, rather than maintaining their customers loyalty. The CRM system in Tesco have failed to uphold the organisations reputation. In another article inews.co.uk (2018) by Aimee Stanton reports “Tesco is set to introduce changes to its Clubcard rewards scheme in the coming weeks after a backlash from angry customers led to a five-month long delay in the roll out. Critics say the changes to the Tesco Clubcard scheme means shoppers will see a decrease in the value of their rewards from participating partners”. This means the customers will not be able to obtain the value of their Clubcard points accumulated on the original agreement. Virgin view on ethical policy is stated by Richard Branson on their website virgin.com (2016) “Being an ethical business and being a successful one is not opposites. They are two side of the same coin. All businesses have a role to play in challenging the status quo, highlighting unacceptable issues, building new alliances for change, and celebrating those that are making a real difference. Fighting inequality and safeguarding our planet for future generations means building and growing tomorrow’s markets”. Virgin believes in creating an inclusive environment as an essential part of their culture. Where the diverse viewpoints can help drive the company across worldwide. In a statement by Virgin (2019) on their website virginrail.co.uk states “Because of this, we try to approach everything we do with the same sense of responsibility. We believe that the ethical decision is always the right one, and that by doing everything we can ‘with heart’ - we can make a really positive contribution to our wonderful country”. Virgin tries to treat their employees with respect and let them the decisions on their own accord. On a case study by Rob Abdul  (2015) on robabdul.com he reports “Managers are free to make decisions independently for growth and feel the same degree of ownership and values that any other manager in the Virgin group would feel. Businesses were ‘ring-fenced’ so that assets could not be switched between companies in the Virgin Group and if a company became too large another company would be spun off, in its place”. 




Fig. 1
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The figure shows the organisations owned by virgin group. But according to rob Abdul in his case study, he states, “Businesses were ‘ring-fenced’ so that assets could not be switched between companies” Which means for example, if virgin mobile (company #1) is prospering while the virgin finance (company #2) is in liquidation, then virgin finance (company #2) wont able to get help from virgin mobile ( company #1) or to collate the both companies together to prevent liquidation. Which means virgin mobile (company #1) will have to watch virgin finance (company #2) drown and shut down. The CRM of Virgin group should keep all companies co-operated within, not just with its name but with financial conduct. This means the companies in the virgin group empire should all have a link of survival, through training and financial support. And a monthly or an annual meeting regarding the performance of the individual organisation. Resolve any issues regarding any problems that arises. 

3.6.1  
The gap difference between the 2 chosen organisation by researcher identifies in the ethical policy, Tesco has a lot of ethical issues. Tesco prospered and suffer throughout the years. Tesco first issue is with the new changes to rewards on the Clubcard points. This issues are causing controversy within their customers, whether to use the Clubcard or not. As the rewards have been reduced and they must spend almost double to obtain the same rewards. A member of Tesco ethical policy team uses a base code called ETI (ethical trading initiative), which includes freely chosen employment in every store, association to safe and hygienic work condition, no child labour and living wages are to be paid. Tesco failed to sustain its policy in china. Kathryn Hopkin (2015) reports in recouteur.net “Even an attempt to localise Tesco stores in China by selling live toads and turtles in Shanghai failed to drive sales significantly higher”. Tesco entered in China in 2004 with £140M. in 2013 Tesco announced that they will be pulling out their only store in China. A figure from the same website shows below.




Fig 2.                                                                                                                                                                                       
Looking at the figure ‘Tesco timeline in China’ it shows how Tesco couldn’t understand the grocery market in China. Tesco event went out of their natural UK business habits to adopt the Chinese way of marketing in Shanghai, unfortunately they decided to leave the whole idea of ‘Tesco in China’ and decided to pull out altogether. Virgin group have had many failure throughout the birth of the organisation. A report by Anna Hensel (2017) on inc.com she states “Virgin Flops Since Richard Branson opened his first Virgin Records store in 1972, his Virgin Group has tried to enter a number of spaces, from makeup to vodka. But not every new venture has been a success. Here's what Branson says he learned from seven of his biggest failures”. Virgin looks at the problem and eradicates it and moves on to their next projects. Virgin uses many different type of sustainability policy to help the organisation grow. Virgin have a lot of environmental and charity project to attract and maintain their customers interests. Walter Wang (2012) write a report on cleantechies.com where he states “Richard Branson Awards his own Businesses for their Environmental Work. Every year, Richard Branson holds the Virgin Stars of the Year awards to celebrate the work of some of the top employees with the company. Richard Branson announces all the winners, and in 2011, he made a new category – Special Award for Environment. The contracts manager for Virgin Atlantic, Mel Weymes, won the award because of her work in reducing waste, including working with staff and contractors to reduce the environmental impact of all the chemicals used for cleaning, creating compost, and everything else. Weymes was able to reduce waste by 30 percent”. By reading this article, Virgin founder Richard Branson awards his employees for their environmental work, he also indulges the staffs by working along side with them, to help the staff feel highly motivated and good having Branson helping presence.















Conclusion 
The times are changing fast, the challenges are increasing. The trend of new age generation of consumers requires more attention and constant alignment to their need. The desire of recognised organisation and logo, to identify oneself with a values of a convincing brand story. These challenges inspire organisation to channel their success, by moving forward the organisation are researching how to obtain the consumers satisfaction, gaining their trust and giving full commitment. These are the motive that organisations follow to attracts consumers. Tesco operating stores worldwide, couldn’t grasp customers attention in China. Although Tesco took attempts on reeling the locals with using local marketing techniques, which unfortunately backfired, left Tesco to turn around, leave and close their solo franchise in the country. Tesco ethical policy toward their customer in the recent months left their customer annoyed, with reducing their award. As in 2016 they were rated the best consumer ethics. But in the summer of 2019 Tesco CRM choices of reducing reward will drop their rating dramatically. In 2017-18 stats reported the Tesco organisation have crept out near-liquidation. But researcher believes that if Tesco executes their reducing Clubcard points reward, then customers who currently shop at Tesco will start reducing along with it. Consumers valued Tesco as a reliable supermarket because of the Clubcard point scheme. Virgin uses environment and charity to attract their customer by informing about how they use some of their customers purchased money in charities and environments. So, if Virgin do decide to increase their prices then Virgin tend to inform their Customers were Virgin has spent it.

Recommendations
Tesco ethical and sustainability policy for their customer should be reinstated as it was in 2016 and should maintain the same quality throughout. Tesco should take on board their employee’s ideas on how a certain store should have its setup. To blend in with other stores, which will help Tesco understand how the locals likes the atmosphere when walking into their local store. Instead of Tesco allowing their express store to pop up every corner of British streets, Tesco should control their express store to 1 or 2 per area. In retaliation to failure in China 2013. Tesco should return and analyse how the country people buy and sell. Have some of their CRM team in the country to live and work amongst the locals. To collect data, like the way their CRM team work in UK, with street questionnaire, offer brand samples etc. Virgin ethical and sustainability policy for their customer are currently acceptable, Richard Branson owner of Virgin Group have intelligently covered all available flaws in the organisation. Getting Virgin group into their environmental scheme by going green, reducing chemical waste, recycling etc. and helping with Virgin charities and having share in other charity organisations, Virgin have kept the empire collapsing. When Virgin have a company not performing under their empire, Virgin should consult with their CRM team and try emerging it with another of Virgin company and promote it.
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TESCO TIMELINE IN CHINA

JULY 2004

Tesco enters China with the
£140-million purchase of a 50 per
cent stake in Chinese hypermarket
chain Hymall

JANUARY 2006

Tesco takes its number of outlets
with Hymall to 39 with its first store
in Beijing

DECEMBER 2006

Tesco spends £180 million to raise
holding in Hymall from 50% to 90%

JANUARY 2007
New Beijing shop - the first operat-

ing under the Tesco banner - takes
store portfolio to 46

NOVEMBER 2009

Joint venture formed to develop shop-
ping malls in north-east China, each
with their own Tesco hypermarket

NOVEMBER 2010

Company unveils target to quadruple
sales in China to £4 billion over the
next five years

APRIL 2011

Retailer cuts Chinese store opening
target after local operations failed to
break even in the second half

AUGUST 2011

Tesco raises £70 million to help fund
Chinese expansion

AUGUST 2012

Retailer reveals plans to close four
hypermarkets in China amid “chal-
lenging” macro conditions

JUNE 2013

First-quarter results show Chinese
sales fell 4.9 per cent, with the food
industry being hit by the bird flu
outbreak and a drop in pork demand
after a food safety scare

AUGUST 2013

Company confirms rumours that it
will merge its Chinese operations
with China Resources Enterprise,
taking a 20 per cent stake

MAY 2014

Tesco completes deal to form joint
venture with China Resources Enter-
prise, relinquishing total control of its
Chinese operations
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