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Introduction

The following report is based upon the ethical and sustainability policies of Emirates Airlines and how this allows Emirates to secure its relationship with the customer. The company attempts to positively improve the way it provides service for its customers and attempts to sustain its business model as a world leader in the sector by factoring in a robust ethical and sustainable policy to guide the business. The report will broadly touch on the quality processes in place at Emirates Airlines to give an informed overview of the Airline by using various reports of customer feedback (positive and negative) to give a true impression of Emirates.
Emirates Sustainability Methods
‘’Emirates serve millions of meals on their flights daily and when flights end they get recycled and reused. The airline has invested heavily to reduce waste and give plastic items new life. Instead of sending everything to landfill, all Economy Class and Premium Economy meal trays, snack dishes and bowls are washed, ground down and made into new ready‑to‑use products’’(Emirates, 2023a).

A huge proportion of Emirates carbon emissions comes from jet fuel used for their plane journeys, with Emirates large selection of aircraft the best opportunity for reducing the environmental impact is by having more effective engines to save money which will in turn allow longevity for the business. 
Emirates also invests in industry leading eco‑efficient engines whenever they become available on the market, this means they have the most up to date airplane fleets in the industry. The environmental benefits of this include reduced noise and lower engine emissions. 

‘’Emirates production facility is in the United Arab Emirate (UAE), this further reduces the environmental footprint with transportation and manufacturing. Emirates facility is built around sustainable practices, including solar power, efficient water use and minimal waste’’ (Emirates, 2023b).

Emirates Engineering is at the forefront of its sustainability aims and the area ensures that aircraft are always performing at maximum level. Emirates engine washing methods keep internal engine components clean, maintaining fuel‑efficiency allowing the life of the engine to be prolonged meaning lower costs overall. To meet sustainability goals Emirates is an industry trendsetter using a water less ‘drywash’ procedure, which uses a small amount of cleaning agent applied with cloths and thus this procedure allows Emirates to save thousands of litres of water each time it washes one of its planes (Emirates 2023d).

Emirates also minimises its environmental impact by embracing recycled goods, all the economy class blankets on long‑haul flights are made from 100% recycled plastic bottles. Using recycled items prevents the plastic bottles ending up in landfill sites and also saves energy and emissions in the making process (Emirates 2023e).




Emirates Ethical Policies
Emirates has a very detailed process for booking, Emirates offers unmatched value and customer experience for its services compared to its competitors. To enhance best practices in customer relationship management Emirates offers varying levels of ticket prices to suit all budgets allowing it to corner the high-end flying market as well as economy passengers. Emirates allows its customer to go along with them at every step of the journey which gives them a sense of belonging to the brand and not just being a customer (Emirates).
Emirates offers unmatched value and customer experience for its services compared to its competitors. To enhance best practices in customer relationship management Emirates offers varying levels of ticket prices to suit all budgets allowing it to corner the high-end flying market as well as economy passengers. Emirates allows its customer to go along with them at every step of the journey which gives them a sense of belonging to the brand and not just being a customer.
All flights booked via online portal come with a vast customer service support network to back up the internet booking service. 
Trip advisor a customer feedback website used by millions of people holds customer reviews that indicate economy passengers maybe overlooked with more premium services getting more attention during flights.
‘’Mirella C wrote a review Yesterday
Melbourne - Dubai
International
Very stressful Emirates flight
Flight high turbulence.
Very uncomfortable flight.
Very poor customer service skills & to top it off we then took connecting flight to Athens flying Emirates as well long delay due to computer failure at airport. Flight attendants gave poor service very arrogant fake smiles no warmth. I was glad to set foot in Rome after a long uncomfortable 24 hours
Date of travel: July 2023’’ 

(TripAdvisor 2023)
In direct contradiction to the above economy passenger, often business class and First-Class passengers often give 5-star reviews and are very happy with the service they receive on board. Emirates offers a cabin experience that has been copied by many of its competitors and is aimed at the high-end customer with chauffeurs collecting the passenger and one on one service always given.To the media and business networks Emirates offers unmatched value and customer experience for its services compared to its competitors. To enhance best practices in customer relationship management Emirates offers varying levels of ticket prices to suit all budgets allowing it to corner the high-end flying market as well as economy passengers. Emirates allows its customer to go along with them at every step of the journey which gives them a sense of belonging to the brand and not just being a customer. Emirates is always competing against many companies who are seeking to take its customers away.
THE JURAN MODEL-Five Components
The Juran Model consists of five key components, which together can lead to better business results and a culture of excellence:                                                    1.Understanding the Guiding Principles that lay the foundation for excellence                       2. Improving the customer experience                                                                                     3. Creating an infrastructure that engages employees to make improvements using the right methods and tools                                                                                                                    4. Process improvement teams to drive process efficiency                                                     5. Leadership and workforce engagement
(Juran 2023a)
Emirates has a very well defined customer charter which ensures they are at the pinnacle of their industry,
Another theory that links into my report on Emirates by Crosby says :
‘’ Quality measurement: The status of quality should be determined throughout the company. This means establishing quality measures for each area of activity that are recorded to show where improvement is possible, and where corrective action is necessary. Crosby advocates delegation of this task to the people who actually do the job, so setting the stage for defect prevention on the job, where it really counts’’ (Cosby 2023a)
This model for me really helps to discuss and further Emirates aspirations as a world leading airline and really encapsulates what they are trying to achieve within the field.
Conclusion
In conclusion to my findings in the report, firstly the impact on the ethical side of emirates CRM is that the Airline truly is committed to putting the customer at the front of all its policies as this furthers there relentless pursuit of market share in a hugely competitive market. With regard to Emirates sustainability programme and how it is committed to for example attaining reduced emissions in its fleet. 
‘’Our Green SOPs include measures such as: using reduced engine taxi, idle reverse, prudent judgement on extra fuel, optimised flap landing, inflight speed management to minimise fuel burn, and use of direct routing opportunities. In 2022‑23, Green SOPs and other operating initiatives helped to reduce fuel burn by more than 50,000 tonnes and carbon emissions by over 160,000 tonnes.’’  (Emirates, 2023c)

The impact of ethics and sustainability policies on the quality of Emirates' CRM system is positive and significant. Emirates has a longstanding environmental policy and strategy focused on responsible fuel consumption ,wildlife preservation and habitat renewal via less landfill.
Emirates policy demonstrates commitment to ethical and responsible practices in all the sides of the airline buisness. In addition Emirates has invested in the latest eco-efficient technologies and innovative CRM strategies to improve customer experience and retention and this has been achieved with amazing results by keeping the airline fully booked on all its passenger routes which ensures the company remains profitable.
In this way, the company repositioned its market by developing a global marketing 
strategy that portrays its customers as global jetsetters who wish to travel the world. Ethics and sustainability policies therefore have a positive impact on of his 
CRM system for Emirates as it helps build customer trust, satisfaction and
loyalty.
The above statements made by me further consolidate my view that indicates Emirates does not simply offer lip service and is dedicated in its sustainability pledge to lower emissions while leaving the customer experience unaffected.
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