Student name: Mircea ilie
Student number: 2118804
Lecturer: Abdi Rahman 
Module code:  BMSW5103



Title: Customer Relationship Management & Emerging Themes
	
Executive Summary
The report has included an idea about the ethical and sustainability policies of British Airways. Further a Literature Review on quality models/ theories has been explained to determine its relation in the improvement of customer relationships. A conclusion in relation to the impact of sustainability and ethical policies on the CRM System’s quality in British Airways has been given. Some of the recommendation after taking into considerations the findings of the report have been evaluated.
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The name of the chosen organisation is British Airways. This is an alien company which has been operating in the aviation sector for the last 100 years. Since the time of its establishment in the year 1919 on 25th August, the organisation has been controlling and managing its activities from its head office situated in London, England. This airline is considered to be the second largest airline of UK based on the number of passengers carried and on the basis of the fleet size. The two major hub of British Airways are the airport of Heathrow and the airport of Gatwick. The report will include an idea about the ethical and sustainability policies of British Airways. Further a Literature Review on quality models/ theories will be explained to determine its relation in the improvement of customer relationships. A conclusion in relation to the impact of sustainability and ethical policies on the CRM System’s quality in British Airways will be given. Some of the recommendation after taking into considerations the findings of the report will be evaluated.
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Overview of the ethical and sustainability policies of British Airways: British Airways is one of the most reputed organisations of Britain which is conducting its activities successfully as a result of the policies of sustainability and policies of ethics followed by the business in conducting its business activities (Acquah, et al., 2023). An effective discussion about the ethical and sustainability policies of British Airways are provided as follows.
1. Sustainable working Environment: British Airways always focus on maintaining sustainability in its business activities. For this purpose, the organisation is applying the policies of creating a sustainable working environment in which the employees are provided maximum level of satisfaction and encouragement. A comfortable and a convenient working environment is created for the employees of British Airways so that they conduct their activities successfully. With the help of the sustainability policy, it becomes possible for the organisation to reduce the rate of employee turnover and to promote reduction of employee absenteeism.
[image: British Airways - YouTube]
Figure 1:Ethical and sustainability policies of British Airways
Source: (Alshurideh, et al., 2023)
2. Protecting the rights of the employees: There are different legal rules and regulations which are completely followed in British Airways. Some of the legal rules and regulations comprises of Health and Safety Act, Employees Protection Act and Human Rights Act. These are the essential ethical policies which are observed within the organisation in order to protect the right of the employees working in the business. This ensures the fact that the employees are satisfied within the organisation and discharge their duties in the most effective way. This policy has helped British Airways to conduct its activities successfully and attain its goals easily (Cabrera-Luján, et al., 2023).
3. Undertaking sustainability measures: Different types of sustainability measures are undertaken by British Airways as a part of its sustainability policies in order to ensure protection of the environment while discharging the business activities. For this purpose, the organisation has undertaken zero carbon emission program and zero wastage program as an effective step to promote sustainability of its business activities. This is an indicator of the long-term existence of the organisation in the competitive environment.
4. Maintaining good relationship with the employees: Another effective sustainability policy of British Airways is to focus on arranging meetings and discussions with its employees in order to develop good relationship with them. This is considered to be the most effective part of the sustainability policies which ensures protecting the interest of the employees working in the organisation. Regular feedback from the employees is also undertaken as a part of the policy in order to develop a sense of belongingness of the employees towards the organisation (Fischer, et al., 2023).
Customer experience of British Airways in relation to the ethical policies: The customer experience provided to British Airways as a result of undertaking ethical policies can be explained with the help of the Social Contract Theory. This is considered to be an essential theory in which the major focus of an individual is to live together with the society by following all the political rules and moral rules. Through this theory it can be clearly determined that the organisation basically focuses on conducting its activity legal in order to ensure that the business is running in an ethical way. This provides a lot of benefit in developing loyalty towards the customer which enhances the experience of the customer to a greater extent (Grabs, 2023). Some of the instances in which customer experience have been improved in relation to the ethical policies are highlighted as follows.
1. It is determined that the ethical policies of British Airways ensure providing best quality services to the consumers at a reasonable price. This ensures protecting the interest of the customers and providing them a convenient experience. For example, British Airways drops its airline ticket prices according to seasonal changes to ensure better customer experience.
2. The ethical policies undertaken by British Airways are basically focused on providing protection to the interest of the employees. This ensures that the employees discharge their duties towards the customers effectively. Moreover, the employees play a major part in solving all the complaints of the customers which provide them an exclusive customer experience which is very much better. This improves the customer experience and acts as a positive factor for British Airways. For example, as a part of the ethical policy the employees are provided early bonus for their performance level to keep them motivated.
Customer experience of British Airways in relation to the sustainability policies: There are a group of sustainability policies which have been undertaken by British Airways in order to provide best experience to their customers (Kristinae, et al., 2023). This can be explained with the help of System Theory of Corporate Sustainability. In this theory the major focus is put forward in order to overcome the business problems by promoting corporate sustainability. Sustainability is considered to be an effective way through which a business can gain maximum level of success in the competitive market and can enhance experience provided to their customers. An effective benefit of sustainability policy provided to enhance the customer experience of British Airways are evaluated as follows.
1. The sustainability policy to reduce carbon emission and greenhouse gas emission has been basically implemented by the organisation in order to enhance their brand reputation. High level of improvement in the reputation of the organisation ensures that the organisation provides best experience to the customers. Hence with the help of the sustainability policy it has become possible to promote improvement in the experience of the customers after rendering the services of British Airways (Kumar, et al., 2023). For example, Zero Carbon Emission Policy is an effective step undertaken by British Airways in order to promote sustainability and to provide best experience to the customers.
2. To sustainability policy of creating a sustainable working environment is undertaken by British Airways. Through this policy it becomes convenient for the organisation to provide satisfaction to the employees so that they can discharge their activities effectively towards the customers. Hence maximum protection can be provided to the interest of the customers when the employees of British Airways are highly satisfied from their working environment. For example, entertainment facilities have been provided in the working environment of British Airways for keeping the employees satisfied as an indirect measure to promote better customer experience.
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Discussion about customer service for understanding the concept of “quality” and its link in improving CRM: Quality is basically considered to be the effectiveness and efficiency associated with the services offered by British Airways (Nojeem, et al., 2023). The quality of the services offered by the organisation plays a very essential part in offering best experience to the customers. Promoting improvement in the quality of the services ensures maximum level of customer satisfaction which helps in providing best services to the customers and helps in understanding the preferences of the customers easily. The quality of the services is directly linked with the improvement of customer relationship management. When best quality services are offered to the consumers they are satisfied and hence good relationship is maintained between the customer with the organisation. This helps in promoting efficiency in customer relationship management.
[image: Total Quality Management - Complete Overview]
Figure 2:TQM Theory
Source: (Raeisi Ziarani, et al., 2023)
The effective theories of quality management which are undertaken for the purpose of improving relationship with the customers are provided as follows.
1. Use of the TQM Theory of quality management used by British Airways to improve customer relationship: The TQM Theory is considered to be an effective theory of quality management which is utilised by British Airways for the purpose of developing good relationship with the customers. TQM basically stands for Total Quality Management. It is basically considered to be a theory in which the major focus of an organisation is totally put forward on maintaining the quality of the products and services offered by the organisation. This theory also puts emphasis on the fact that maximum wastage should be reduced in the entire production process in order to ensure improvement in the product quality and to promote zero occurrence of error within the production process (Rahman, et al., 2023). With the help of TQM Theory, it is determined that British Airways is basically emphasizing on making necessary improvement in the quality of its services which is provided to the customers. This helps in keeping the customers highly satisfied by providing them services as per their preferences. This promotes effective development of relationship with the customers. For example, the rate of customer retention within British Airways have been increased by 15% as a result of the application of the Total Quality Management Theory which is undertaken by the business in order to promote effective management of service quality.
[image: An introduction to Gemba Kaizen]
Figure 3:Kaizen Theory of quality management
Source: (Russell and Padfield, 2023)
2. Use of the Kaizen Theory of quality management used by British Airways to improve customer relationship: The Kaizen Theory is a theory of continuous improvement which focuses on developing good relationship with the customers by promoting constant improvement in the quality of the products and services. This theory basically emphasizes on the fact that undertaking changes ensures maximum level of success and growth for the organisation. The Kaizen Theory indicates that little improvement made in the surrounding can play a very essential role in achieving higher targets. This particular theory is applied by British Airways for the purpose of developing good relationship with its customers (Shiri and Jafari‐Sadeghi, 2023). For example, implementing various technology changes in the business activities has helped British Airways to improve relationship with the customers after applying the Kaizen Theory of quality management. The implementation of these changes acted as a continuous improvement in the existing business processes of the organisation which helps the business to improve its standard of services. There are a large number of circumstances in which it has been clearly evaluated that certain necessary constant measures have been undertaken by British Airways in order to provide best quality services to the customers. For example, Chatbots have been implemented in the website of the organisation for the purpose of listening to the complaints of the customers and to provide them proper solution for their problems. This is an assistance which is provided to the customers of British Airways which ensures development of effective customer relationship by undertaking continuous improvement.
3. Use of the JIT Theory of quality management used by British Airways to improve customer relationship:  JIT Theory is an effective Quality Management Theory in which the major focus of the organisation is put forward on the production quantity. This theory focuses on putting emphasis on demand of the product before starting the production process. Necessary production of the services and products takes place only when the actual orders are received. This ensures overcoming unnecessary wastage of resources. Hence the major focus of the organisation can be put forward on the quality of the product so that the customers can get best product quality easily (Wheelen, et al., 2023). British Airways have applied the JIT Theory for the purpose of ensuring effective service planning for gaining maximum benefits and to ensured improvement in the product quality. For example, British Airways have been able to develop successful relationship with the customers by providing them best quality services after implementing the JIT theory in its business processes. 
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Conclusion in relation to the impact of sustainability and ethical policies on the CRM System’s quality in British Airways: British Airways always focus on maintaining sustainability in its business activities.  With the help of the sustainability policy, it becomes possible for the organisation to reduce the rate of employee turnover and to promote reduction of employee absenteeism.  This ensures the fact that the employees are satisfied within the organisation and discharge their duties in the most effective way. Regular feedback from the employees is also undertaken as a part of the policy in order to develop a sense of belongingness of the employees towards the organisation. It is determined that the ethical policies of British Airways ensure providing best quality services to the consumers at a reasonable price. This ensures protecting the interest of the customers and providing them a convenient experience.  Hence with the help of the sustainability policy it has become possible to promote improvement in the experience of the customers after rendering the services of British Airways.  Through this policy it becomes convenient for the organisation to provide satisfaction to the employees so that they can discharge their activities effectively towards the customers.  The quality of the services offered by the organisation plays a very essential part in offering best experience to the customers.  The quality of the services is directly linked with the improvement of customer relationship management. When best quality services are offered to the consumers they are satisfied and hence good relationship is maintained between the customer with the organisation.  
Recommendation after taking into considerations the findings of the report: A few of the recommendation after taking into considerations the findings of the report have been listed in the following manner.
1. The major focus of an organisation should be on maintaining the quality of the products and services offered by the organisation. Major emphasis should be put on the fact that maximum wastage should be reduced in the entire production process in order to ensure improvement in the product quality and to promote zero occurrence of error within the production process
2. It is recommended that undertaking changes ensures maximum level of success and growth for the organisation. The implementation of the timely changes acts as a continuous improvement in the existing business processes of the organisation which helps the business to improve its standard of services. 
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