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Executive Summary

It’s shown that, behind the success of organisations that implement “ethics, sustainability and quality” to improve the power of their CRM systems, not only play an important role but has an integral impact to the success of the said organisations. There are a lot of forces which impact on business. Ethics impact on business and how it enables core values 
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1.0 Introduction

The aim is to understand and examine the impact of “ethics, sustainability and quality” that organisations implement, in order to enhance their CRM systems and to establish any flaws that may arise. The report will 


























1.1 Ethics

The term “Ethic” stems from the Greek word “Ethos”, which means custom, habit, character or disposition. A definition of ethic according to Collins (2019), is a system of moral principles or values held by an individual or group. Ethics is the philosophical study of the moral value of human behaviour and of the rules and principles that should govern it; moral philosophy, at its simplest, the approach individuals take to make decisions and lead their lives. Ethics contribute to an individual’s moral judgement about what is right and wrong, which intentionally or unintentionally contribute to the decisions that are made. Similarly, in an organisation, the code of conduct or ethics has a very important role. According to Elkins & Seidel (2019), product or business choice for consumers are more ethics driven and have a big role in how consumers select products on ethical considerations. Consumers trust that the organisations with which they conduct business with are responsible and moral. CIPD (2018) views the application of ethics within an organisation as, the foundations to sustainable practices which deliver long-term value, not only in terms of profit for the organisation, but for the benefit of the wider environment, internally and externally including its workforce and its customers. Business ethics ensure that a certain level of trust exists between consumers and the business, as well as examines good or bad practices within the context of a moral duty in the same sense as the moral principles or values of individuals. These are ethics that guide the way organisations behave and by acting in an ethical way, the moral conduct of a business will help distinguish between “right” and “wrong” and then making the “right” choice. However, Blackman (2019) states that, “business ethics can create complex issues and is more than deciding what's morally right or wrong when doing business.” It’s an active process. 
Without a code of ethics or conduct in an organisation, it is probable that it can spiral into chaos and confusion, due to the lack of consensus in what would be the appropriate ethical behaviour. According to Hayes (2019), a code of ethics is a guide of principles designed to help organisation’s conduct business honestly and with integrity. This will usually outline the mission and values of the organisation helping employees and managers to approach problems with the ethical principles based on the organisation’s core values. Different organisation’s use different ethical criteria to determine whether a practice or behaviour is ethical or unethical. In the business world unethical behaviour can trigger the use of business law in cases where minimum standards of ethical behaviour are expected. An example of this can be: that a business has sold a defective product knowingly, which is unethical in its own right and in cases such as these, a governmental body in the UK, The Trading Standards can be called upon to take relevant action on the unethical behaviour by the business. Bramble (2019) explains that, business law and business ethics should complement each other, but that is not often the case. Organisations often take actions that are legal, but not ethical. People often operate under different ethical value systems, which depend on their personal experiences and when their personal values match the organisation’s code of conduct, people can more easily make ethical decisions that promote an organisation’s values. 
Some of the largest organisation’s such as the semiconductor chip maker Intel and the software giant Microsoft, have a comprehensive code of conduct dealing with many of the societal issues that can be associated with the diverse nature of culture and values of people. These cultures and values are understood to create a business ethic that can allow these organisations to thrive globally and dominate the market for as long as they have. Intel Corporation has been recognised as one of most ethical companies of 2019 according to Ethisphere (2019). Publicized by 3BL media (2019) which reports that, “Intel Corporation has been named as one of the World’s Most Ethical Companies for its ethical business practices for the seventh year in a row”. Intel’s code of conduct lays out its core values and principles demonstrating its vision. One such value as stated on Intel.com (2019) is that of fairness and integrity, where they say “One of our core values is to work as a team with respect and trust. To strive to uphold open and honest communication, to protect our employees from discrimination, harassment and unsafe practices”. This statement is that of an ethical value which is at the heart of the corporation.












1.2 Sustainability
1.3 Quality
































2.0 Main Findings
2.1 Impact on CRM Systems
2.2 Organisations CRM Systems
2.3 CRM system gaps on: ethics & sustainability within an organisation





























3.0 Conclusion
4.0 Recommendations

An organisation must exist within a broader social framework and will need to decide how customers are treated, how employees are treated and what contribution will it make to the society in which it exists. All of which are ethical questions a business needs to ask itself.






























5.0 Appendices
References

BBC (2014) ‘Ethics: a general introduction’ [Online] Available: http://www.bbc.co.uk/ethics/introduction/intro_1.shtml, Accessed: [29th, June, 2019]
CIPD (2018) ‘Ethical practice and the role of HR’ [Online] Available: https://www.cipd.co.uk/knowledge/culture/ethics/role-hr-factsheet#23796, Accessed: [30th, June, 2019]
Collins (2019) ‘Definition of ‘ethics’ [Online] Available:  https://www.collinsdictionary.com/dictionary/english/ethics, Accessed: [29th, June, 2019]
Blackman, A. (2019) ‘What is Business Ethics and Why it Makes a Difference for Your Organisation’ [Online] Available: https://business.tutsplus.com/tutorials/what-is-business-ethics--cms-32899, Accessed: [1st, July, 2019]
Hays, A. (2019) ‘Code of Ethics’ [Online] Available: https://www.investopedia.com/terms/c/code-of-ethics.asp, Accessed: [1st, July, 2019]
Bramble, L. (2019) ‘What is Business Law & Ethics?’ [Online] Available: https://bizfluent.com/about-6303667-business-law-ethics-.html, Accessed: [1st, July, 2019]
3BLmedia (2019) ‘ Intel Corporation Recognised As One of the 2019 Worlds Most Ethical Companies by Ethisphere’ [Online] Available: https://www.3blmedia.com/News/Intel-Corporation-Recognized-One-2019-Worlds-Most-Ethical-Companiesr-Ethisphere, Accessed: [1st, July, 2019]
Intel.com (2019) ‘Intel Code of Conduct’ [Online] Available: https://www.intel.com/content/www/us/en/policy/policy-code-conduct-corporate-information.html, Accessed: [1st, July, 2019]






image1.png
Prifysgol Cymru
¥ Drindod Dew Sant

J University of Wales
Trinity Saint David




