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[bookmark: _Toc15550194]Executive Summary

The report will be investigating CRM and the benefits and impact of sustainability, quality and ethics on CRM. The CRM system is an effective way for organisations to get information from their customers and provide better services for their individual needs. However, there are ethical and sustainable issues in using CRM and providing a quality service can be complex. 


[bookmark: _Toc15550195]1.0 Terms of Reference 
The editor requested the report on 1st August which aims to analyse customer relationship management. 
It will investigate how ethics, quality and relationships affect customer relationship management.
It will also look at what issues are faced by organisations using CRM. 


[bookmark: _Toc15550196]2.0 Procedure

The research was all secondary using books and journals articles to prepare the report. 

[bookmark: _Toc15550197]3.0 Findings
[bookmark: _Toc15550198]3.1 Ethics 

 “Ethics is based on well-founded standards of right and wrong that prescribe what humans ought to do, usually in terms of rights, obligations, benefits to society, fairness, or specific virtues.” (Velasquez et al, 2019).
Ethics are a practice which investigates an individual’s moral duty on choosing what is good or bad behaviours. In a workplace there are rules for behaviour which can be found in the companies code of conduct document (Free Management Library, n.d.).  The guide should include the values of the organisation and what the company stands for, stakeholders can influence these values to create a unique selling point. There are two main components to ethics which are Descriptive ethics and Normative ethics. Descriptive ethics is the study of people's beliefs about morality and Normative ethics examines the justification of moral systems (Uys, 2011). A company with a good ethical policy is Lush retail. This is demonstrated by their stance on animal testing, this is promoted as the company does not test on animals (Lush, 2019). Before any ingredients are bought from a company to use in  Lush products the following ethical approach are considered. Such as the companies treatment of staff regarding health and safety, employees pay, working conditions, Lush is against child labour (Lush, 2019a).  Bad ethical practices would not always harm the profits of a company this shown by Apple Inc. Apple employs Foxconn which has a base in China. At the company there was an epidemic of suicides. The cause of this was due to working conditions (The Guardian, 2017). Bloomberg reported that Apple has been in talks with mining companies for more than a year for a steady supply of mineral over the next five years. Human Rights campaigners believe this could cause serious ethical challenges. Amnesty International reported in 2016 that children were working in the cobalt mines and were being exploited in horrific conditions (Amnesty International, 2017; ABC, 2018; BBC, 2016). 
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3.2 Sustainability 

 “Sustainable development is development that means the needs of the present without compromising the needs of the future generations to meet their own needs.” (The University of Reading, n.d.). 
Sustainability is supporting the environmental, social and economic conditions of an organisation. This is achieved by maintaining an ecological balance and avoiding depletion of natural resources (Thiele, 2013).
Triple bottom line was developed by John Elkington in 1994, and has three dimensions that investigate the environmental, economic and social performance and sustainability of a company (Gimenez, Sierra and Rodon, 2012). The first company in the world to use the triple bottom line was the sports manufacturer Puma. The company is committed to recycling more polyester and investing in more sustainable materials (Confino, 2011). 
As McDonalds is one of the world’s leading buyer of beef the company take beef sustainability seriously. Over the last ten years McDonalds have monitored and supported the welfare and health of animals used in their products. The company has also helped their suppliers improve their livelihoods by using better practices (McDonalds, 2019).
Amazon was voted the least sustainable company in an annual report that was conducted by Corporate Knights, which rank the best and worst sustainable companies. This is achieved by collecting data which is public. The findings show that Amazon there is a high amount of emissions of greenhouse gases for transportation (Banker, 2018). 
Sustainability will help tackle climate change as sea levels are at an all-time high with the most vulnerable and poorest affected by it the most. There are now affordable ways for organisations and countries to address the problem of climate change (United Nations, n.d.). Research has shown that sustainable companies are benefiting from profits then organisation which don’t have sustainability. Non sustainable business will have more chances of setbacks as there less resources available (Challenge Advisory, 2018). 

[bookmark: _Toc15550200]3.3 Quality 

"Quality is not an act, it is a habit" (Pitts, 2015).
Ishikawa theory also known as fishbone diagram looks at causes, then uses environment, people, methods and equipment to examine the reasons of the effect. It can go in depth and look at other categories (Constantinescu, 2017).
Eight dimensions of quality was developed by David A. Garvin to help businesses focus on quality, performance, durability, reliability, serviceability, perceived quality, features and aesthetics (University of Cambridge, 2016).
 John Lewis and Partners meets the high standards of the eight dimensions, as the company ranked number one on the YouGov list for best brand in the UK for quality (Clarke, 2017). 







[bookmark: _Toc15550201]3.4 Impact on CRM systems 

CRM has overtime developed more advanced schemes for the benefit of firms. CRM technologies are increasingly extracting customer surplus through surcharges and hidden fees. There are ethical concerns over organisations using customer tracking systems, perceived to discriminate certain customers and mishandle information.  This is known as the dark side of customer relationship management and is linked with unethical behaviour. This includes unfair treatment, neglect and manipulation which leads to damage in the firms reputation (Nguyen et al, 2016). 
In recent years there have been discussions on customer relationship management and sustainability. There are many definitions of sustainability but the one most commonly used defined Hofferman and Brazerman (2007) derives from the Brundtland Commission and defines sustainability as a “development that meets the needs of the present without compromising the ability of future generations to meet their own needs. The concept of sustainable marketing is defined as “marketing within, and supportive of, sustainable economic development” and hence focuses on the long-term preservation of companies. There is also green and societal marketing depending on the focused dimension of sustainability. Green marketing the holistic management process responsible for anticipating, identifying and satisfying the requirements of customers and society, in a sustainable and profitable way.
Social marketing focuses on the contribution of marketing activities of goals and socially desirable behaviours. Kotler (2000) defines “societal marketing” as both ecological and social responsibilities. Sustainable marketing is implemented at the strategic level of a company (Sachs, J 2015). 

Karel et al (2013) identifies quality as a subset of marketing management. It gradually be replaced by comprehensive quality management based on the needs, wishes and expectations of customers.  The rise in competition means that it is not possible to consider quality from a transactional perspective, but only  on a relational perspective.  In process management model, there is strategic and operational quality controlling to quality management which was developed in the past and is distinguished in four stages. 
1. Quality monitoring
2. Quality control  
3. Quality assurance (QMS models - Quality Management System);
4. Total quality management (TQM models - Total Quality Management).
The TQM and QMS models are generally considered as the basic systems in the modern concept of corporate management as first two stages are already completely inadequate tools of quality management in a hypercompetitive environment.  In small and medium-sized companies QMS and TQM can be applied collectively and individually, even when QMS becomes a part of TQM. Balanced Score Card (BSC mofels) have an increasingly important role in quality management and can be applied to business management alone or as a part of TQM.
QMS (Quality Management System) offer systematic approach to quality managements. QMS models involve:
- a system valid for all business activities
- a written plan;
- a system ensuring that all system requirements of the company are satisfied;
-  a system ensuring the fulfillment of customers’ expectations in terms of the required quality;
Most companies have implemented QMS through a set of global standard known as ISO standard that offers a pre-defined framework on which companies can build a quality management system.  ISO standard is a system that complies with the International Organization for Standardization that records and registers all standards. ISO standard require companies to describe in writing what they are doing, have done and will do to improve quality.  All company operational procedures need to be mentioned in order to explain how quality is monitored, recorded, managed and checked. In other words, show how the quality systems are implemented.
Introduction of the QMS system based on the ISO standards typically involves of documents, implementation of standards in the company, selection of an auditor selection of a consultant, preparation, and finally an internal audit.
Discuss your research findings 
Give examples of a positive combination of these aspects – name organisations that are considering all 3 
Benefits of implementation of the QMS models:
- Quality management has defined and introduced a system of rules at many levels of business activities;
- Credibility of companies significantly increases, many foreign clients and consumers perceive a quality certificate holder as trustworthy. 
-  Employees and investors perceive the quality certificate as an element of stability;
- implementation of a quality policy in the company and receiving a quality certificate (especially from a reputable certification authority) is undoubtedly a competitive advantage (Havlíček, Břečková and Zampeta,  2013).
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3.5 Organisation’s CRM Systems 
CRM is used in a wide range of sectors such as retail. John Lewis launched its  very own CRM-based ‘my John Lewis’ programme, with the aim of  gaining a deeper understanding of preferences of customers  and creating a seamless customer experience across online and offline channels. In exchange for customers sharing who they are, what they might like to buy and what they buy, the retailer provides a more personalised service in the form of curated content that is relevant and access to exclusive events and rewards (Müller, Anna-Luisa, 2014).
Tesco has had wide success from their CRM implementation and initiatives such as The Clubcard Scheme. This was launched in 1995 and now with over 12million households in the database, the Clubcard scheme is a great example of CRM innovation.
Customers get in-store discounts for spending, but the scheme gained wide momentum when Tesco partnered with other industries such as petrol, car hire, hotels and other more, to give customers a wider variety of rewards.
Different schemes were introduced to different family members including World of Wine Club and Kids Club to diversify and increase the value. Data from the ClubCard Scheme was used to create product ranges, target product offerings, get a better understanding of shopping profiles and build customer loyalty. 
Apple also uses CRM effectively by using its products to come together and play, they encourage current and new customers to get excited about what they have to offer. Through media frenzy and perpetual hype  of bloggers and social media users, the workload is reduced and less busy in their marketing departments. The users create an Apple ID which synchronises to other devices, makes recommendations based on what gets played/watched and how often and remembers selection. Also, the database of Apple IDs gives Apple a constantly updated and evolving data set of all their customers and their preferences allowing for effortless targeted marketing (Crossfield, 2018). 
[bookmark: _Toc15550203]4.0 Conclusions

Each company and organisation implement their own policies depending on what they deem ethical and sustainable. Sustainability enables the company to become more aware of social and environmental impacts, however it is not always the case in all companies and there needs to be more implementation of policies and procedures. 
In analysing quality, we find that QMS and TQM models are relatively bureaucratic; they are time consuming and expensive as it involves paying a certification authority and a consultant; especially the growing implementation time is consuming the working time of individual employees who could spend it more efficiently. They also do not necessarily guarantee the quality of the product or service provided
[bookmark: _Toc15550204]
5.0 Recommendations
[bookmark: _Toc15550205]All organisations should implement quality, ethics and sustainability in their customer relationship management systems. 
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