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Executive Summary: 
This report looks at the various impacts an organization’s ‘quality’ processes have on customer relationship management. It looks in details as to how quality and other factors such as ethics and sustainability change the CRM Systems if there are any alterations to begin with. 
The researcher discusses the general aspects of said factors along with the CRM specific aspects and how they are explored by various companies and organizations. What each of these factors mean and how they influence a company’s culture or thought process. And it also looks into a problem solving model called the Fishbone Model and explains the aspects with example.
The report provides information about some organizations which use CRM Systems and how they use their systems to improve on their customer relationship and satisfaction and as a result grow as an organization and gain trust and followers or loyal customers.
This report also discusses the gaps in the CRM Systems of some organizations that revolve around these factors, namely Ethics, Sustainability and Quality. These gaps are what causes some of the main issues and problems in an organization. 
And last but not the least, this report concludes upon the initial subject of how quality processes impact an organization’s CRM and what it means for that organization and its future and The report discusses how some of the issues and gaps may be solved and makes recommendations based on the research done. 


Contents Page:  
Title:……………………………………………………………………………………………Page
1.0 Title Page………………………………………………….…………..……………1
2.0 Executive Summary…………………………………………………………….2
3.0 Contents Page…………………………………………………………………….3
4.0 Terms of Reference…………………………………………………………….4 
5.0  Procedure………………………………………………………………………….5  
5.1 Books……. Business Ethics, by Archie B. Carroll.
5.2 Business Ethics, by Andrew Crane and Dirk Matten.
5.3 Robot Ethics, by Patrick Lin.
5.4 Management Organizational Behaviour, by Mullins.
5.5 Websites……. ACAS, CIPD, ibe.org. 
5.6 Journals………The Guardian and BBC.
6.0 Findings………………………………………………….……………………… 6 - 9
6.1 Ethics
6.2 Sustainability 
6.3 Quality  
6.4 Impact on CRM System  
6.5 Organisation CRM System  
6.6 In Organisation CRM System Gaps  
7.0 Conclusion……………………………………………….……….…………….….10    
8.0 Recommendations……………………………………….….…….….……….11  
9.0 Appendices…………………………………………………..……….…….…….12   
10.0 Acknowledgements……………………………….…….………….….…….14  
11.0 Reference……………………………………………………..………….……….15   
[bookmark: _GoBack]12.0 Bibliography……………………………………………………………………….16

4.0 Terms of Reference:   
This report requested by Maria Heffernan. The purpose of the report was how to develop customer relationship in management. Also, this information helps the reader to understand perspectives and motivation of the researcher. The report submission date is 15th July 2019. There are some brief explanations of the terms Ethics, Sustainability and Quality. There is brief discussion of how these factors affect or influence Customer Relationship Management. Then some organizations are stated as reference to explain how these impacts are helping or aggravate development for these companies. And the gaps in CRM systems that these companies or companies in general tend to have. The Report concludes to draw Conclusions from the information provided in the Findings.


5.0 Procedure:   
The information in this report are taken from various sources some popularly used and some not as known yet no less verified. The researcher has used the Business Ethics book by Archie B. Carroll. And the book Business Ethics by Andrew Crane and Dirk Matten. The book by Patrick Lin, Robot Ethics, has also been used. And the researcher has used the book Management Organizational Behaviour by Mullins.
Famous and popular Web sources such as ACAS, CIPD, ibe.org. and other websites such a BBC Bitesize and so on have been used.
The journals used in this report stem from The Guardian and the Online BBC new portals.


6.0 Findings: 
6.1 Ethics: The foundation of one’s moral code of conduct. Ethics can be defined as the principles that affect a person’s decision to distinguish between right and wrong. Ethics is one of the primary behavioural aspects a person grows up to have depending on his or her life and the way a person is brought up and the environment in which this person has lived his or her life. “Ethics is concerned with what is good for individuals and society and is also described as moral philosophy. The term is derived from the Greek word ethos which can mean custom, habit, character or disposition.” (BBC, 2019).
Ethics governs one’s moral compass at decision making and covers the grounds on which one can have a good life, it covers one’s rights and responsibilities, the way a person speaks, the language that person uses and the tone in which that person speaks, and primarily deciding what is essentially good and what is bad.

6.2 Sustainability: The act of balancing the present and the future in perfect harmony. In other words, it can be defined as striving to meet the ends of the current times without making a mis measure and conceding any loss or impairing the future generation and their strive for endurance. “Sustainability focuses on meeting the needs of the present without compromising the ability of future generations to meet their needs. The concept of sustainability is composed of three pillars: economic, environmental, and social—also known informally as profits, planet, and people.” (MITCHELL GRANT AND WILL KENTON, 2019). 
Essentially sustainability means the ability to keep an ongoing operation or work or situation going on through to a distant future, either making it more efficient and improved or keeping everything constant without having to make any withdrawals in effectivity. It is not only the act of enduring through the times, but also the development which helps in this marathon toward success.

6.3 Quality: Quality is essentially the status of having the least imperfections. However in current times, meaning of the word has changed and has become quite versatile. It no longer describes an objects status. Quality is now associated with a more trust based system where it stands for the minimum standards set by customers that need to be met by a company or organization and their service and/or their products. “Ensuring quality means making sure that products are made to a minimum standard or better. Good customer service is valuable and can lead to increased sales.” (BBC.com/bitesize, 2019)
In businesses maintaining and assuring quality requires some set principles. These principles of quality assurance or Total Quality Management principles are some in which the employees are convinced by their managers to take greater care of how the products are being made or services are being provided so that a certain level of standards expected by customers are always met.



6.4 Impact on CRM Systems: The Impacts that Ethics, Sustainability and Quality have on CRM Systems vary from system to system, even so, some of the main impacts are all same or similar in aspect. CRM or Customer Relationship Management is quite a beneficial system for a company and its providers. Using proper CRM a company can acquire those products and services that the customers want to buy when they want it and as a result can reduce cost on unnecessary products and services. However CRM implementation requires its own procedures and principles and Ethics plays a vital role in all of this. Customer data is collected in every CRM System and ethically this extensive information about the customer needs to be collected, handled and stored with the greatest care in security since the customer’s privacy is in question. “Ethical issues originating with the collection of customer data for CRM are related to secure collection methods and to the verification of the information. Ethical companies ensure that sensitive information such as credit card numbers or medical histories are collected in a secure environment and transmitted back to the databases securely. During data collection, it is also critical to verify the identity of the customer and the accuracy of the information being submitted. High security for these functions is costly but ethically necessary.” (Bert Markgraf, 2017)
Sustainability is more like an effect of Customer Relationship Management. Thinking about sustainability for a company is an important task for managers and owners alike. All companies wish to be in business for the longest term. Companies can do this by staying relevant and providing services and products that people want. And to know what is relevant and what the customers need and want, Companies start to implement proper CRM. In other words, the need for sustainability gives birth to the need for CRM. “CRM is definitely the Swiss Army Knife in the business plan toolbox for small businesses committed to increase sales, improve efficiencies and build a sustainable business.” (Taiga Company Blog, 2010)
Quality makes a rather more considerable impact on CRM Systems of companies. Through the CRM Systems, the company gets to know what improvements need to be made to their products and services to meet the standards and requirements of their customers and what level of quality is needed to be maintained to gain potential customers to increase their sustainability. On the other hand, quality management will in turn improve the company’s CRM. This is more or less due to the fact that customers now choose their providers based on the product and service quality. Thus increasing quality means a better relationship with the customers. Now, looking at Data Quality, this is a completely different spectrum of the CRM which is extremely vital for the system. Data Quality basically means how thorough the research has been done on an individual, the validity of said data, and the relevance of this data to their specific target product or service. In this case, Quality makes a world of difference as more detailed information will enforce the CRM system and help the company. “Good & accurate data in today’s business world can be the ultimate currency as it’s the most important factor in determining how successful a company is in its use of CRM. Bad data doesn’t just cause annoyance, it is a real, make-or-break cost for many organizations.” (Kevin Morris, 2017)
These are some of the major reasons for Ethics, Sustainability and Quality to be a part of the CRM systems in some companies. These sectors help a company’s CRM System to be properly functional and maintain a standard that the people can trust. Some companies use Fishbone models to find the main issues that are causing them to lose customers or quality or sustainability. Fishbone models basically consist of one pathway leading to the main issue with branches on the side resembling the structure of a fishbone with underlying cause and effects. It is a widely used technique to find problems that otherwise seem too complicated.

(Fig: Fishbone Model, https://www.slideshare.net/wadekar/fishbone1)
The picture shows a fishbone model being used to find the cause for the main issue which is the ‘Drop in Sales’ for a company. On each side there are main branches called categories, i.e Machinery, Material, Market Condition, Management, Manpower, and Methods. Within each of these categories or sectors are some of the issues of that category, e.g. Low Maintenance for Machineries, High cost of Materials, Competition of market, Lack of research in Management, etc. These all lead to the main issue and help to easily identify the reasons or causes for such an issue.

6.5 Organisations CRM Systems
Ethics and sustainability has caused improvements and major upgrades to many CRM Systems. Take Lloyds Banking Group for example. Their main goal is to build trust with their customers and to use their ideals to gain more. As a responsible business they will make sure the information that they have gathered of their customers remains private and secure since it is a great matter of privacy for their customers. They are also committed to providing quality service and satisfying their customers’ needs. “One of the ways we are re-building public trust is through a culture of responsibility.  We expect our people to put customers’ needs at the heart of everything we do, and each play their part in shaping a culture that is underpinned by values, professional standards and integrity.” (Lloyds Banking Group, 2019) These steps that the company takes works to make their customer relations more long term and hence improve their sustainability.
Looking at a great retail store company such as John Lewis & Partners, we can see their CRM in full effect. They use their customer data to find out about the buying habits and requirements to formulate special promotional offers just for target audience. Their ethical usage of these information has made people gain trust in their company more over the years. They are always trying to serve and satisfy their customers’ needs and so keep on working on their sustainability and relevance. 
Another great company that is a pioneer for ethical CRM is Samsung. With the help of google Samsung and such other phone companies have been able to provide greater security and privacy to all their customers. Samsung is also one of the firsts to understand the need for better displays and with sustainability of their company in mind they’ve reacted to their customers’ opinions and requirements and have been prompt in investing in better displays and panels. This has allowed Samsung to become one of the main companies to provide quality display panels to many other major companies.

6.6 The Gaps in CRM
The main gaps that the researcher has found are not in the use of ethics and sustainability in CRM but how these factors have affected the said organizations. The primary reason for such a phenomenon is due to extensive CRM using surveys. It was found that only a handful of people take part in these surveys and due to the mass assumptions that these companies make some information is generalised and as a result they fail to formulate the perfect strategy that would work in their favour.
 Even though Samsung has achieved great feats in the display panel industries, this has caused its customers to think that perhaps their smartphone industry would be neglected albeit the fact that, that is not at all the case. On another note, some people do not like the fact that their information is being collected by an industry and some might even jump to conclusions that this information is taken to use against them or perhaps to use in unethical ways. And as a result of this mass pessimistic belief ethics causes a backlash on CRM. What companies can do is convince people to understand that the information taken will not be used in any unethical way and that if any sort of privacy is breached they’d be happy to reimburse the customers only in any case of harm. This would help customers and potential customers alike to understand that CRM is actually used to help them get better quality and more relevant products and services so that they don’t have to think about experimenting with unnecessary products and services if they have found their best choice.
 

7.0 Conclusion: 
Customer Relation Management is an integral part of organizations nowadays and has enabled them to engage their customers and helped their customers understand that the company cares about their opinions, needs and wants.  CRM has become crucial in today’s world since it helps companies to save up on investments they don’t need to make. This helps the company in the long run and hence its sustainability.
From the information presented in the findings section, it can be seen that people’s acceptance of their information being collected is quite a factor in maintaining good and valid CRM Systems and this can be achieved by maintaining ethical ideologies to protect the customer’s privacy and provide security to it to prevent information leakage, privacy and credit card fraud. 
From CRM it is understood that waste investments or unnecessary investments can be avoided and prevented, but it does not end right there, the assets saved can then in turn be used to investing into better quality. Quality improvement will most certainly be an undeniable process that not only boosts a company’s reputation but also the number of loyal customers it has, since it is more like a reward for them. These are just some ways that organizations can implement and benefit from CRM.


8.0 Recommendation:  
The first order of improvement would be to improve people’s and customer’s way of thinking and acceptance of the idea of CRM. Convincing them that their information is securely stored and used completely ethically to predict their buying habits, and to implement that into providing more relevant products and services to them. The people need to understand that CRM revolves around them and yes, it does help the organization, but it helps the customers more and that through CRM the customers can understand what the company they trust is doing and thinking to take care of their needs and achieve a higher level of customer satisfaction. The companies and organizations can work on improving not only the quality of their products and services but also their quality of management and manpower. Their company culture and values play a great deal in productivity and that can be improved to improve performance and Sustainability.
Take John Lewis & Partners for example, This company relies heavily on CRM and this has helped this company to survive the recent rough patch it was going through and improving some key aspects such as quality of their products and services along with managing the quality of data that it collected from the customers, this company has improved and is now on its way toward a more sustainable future.
On the other end of the spectrum, Samsung is a thriving company and even so its determination toward sustainability is unparalleled, as it constantly looks for and invests in more sustainable fields and programs and it is evident that this company is constantly benefitting from these decisions from its status as the best and number 1 rank in the smartphone market.


9.0 Appendices:  
“Seoul, Korea  February 24, 2003 Samsung Electronics has implemented a customer relationship management (CRM) solution from SAP as the foundation for new integrated marketing campaigns around the globe aimed at improving customer service and increasing brand awareness.” (Supply & Demand Chain Executive, 2019)


(fig: https://9to5google.com/2019/01/31/samsung-smartphone-shipments-2018/)








A Sample CRM Questionnaire
[image: 1561518337]
(Fig: https://imgv2-1-f.scribdassets.com/img/document/144204172/original/dfed9ddb30/1561518337?v=1)
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Worldwide smartphone shipments and annual growth
Canalys Smartphone Market Pulse: Q4 2018

Vendor Q42018 Q42018 Q42017
shipments shipments
TR Market share .
(million) (million)
Apple 71.7 19.8% 773
Samsung 70.3 19.4% 74.2
Huawei 60.5 16.7% 411
Oppo 31.8 8.8% 263
Xiaomi 26.4 7.3% 272
Others 101.8 28.1% 140.7
Total 362.5 100.0% 386.9

Source: Canalys Smartphone Analysis (sell-in shipments), January 2019

Q42017 Annual

growth
Market share

20.0% -7.3%
19.2% -5.3%
10.6% +47.3%
6.8% +20.6%
7.0% -3.0%
36.4% -27.6%
100.0% -6.3%
@ canalys
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Sample Customer Relationship Management Questionnaire:
Name:

Employee code:

Department:

Address:

Phone Number:

Email ID:

1) Our company's corporate strategy gives importance to a customer’s needs.
a) Agree

b) Disagree

©) Can'tsay

2) Relationships with customers are given great value in our organization.

a) Agree

b) Disagree

©) Can'tsay

3) What do you feel about the company’s promotional activities of attracting new customers
and retaining old ones?

4) What are the company’s customer satisfaction objectives?

5) Does customer satisfaction surveys help in understanding a customer’s needs? How do
they help?

6) The organization clearly identifies difference customer types.
a) True
b) False

© Can'tsay
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