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1. Abstract

This abstract provides a concise summary of the report, highlighting its key objectives, methodology, findings, and implications. The report aims to examine the ethical and sustainability policies of British Airways and their impact on the customer experience.

The report begins by discussing British Airways' commitment to ethical practices, including its focus on diversity and inclusion. It explores the company's sustainability policies, such as its target to achieve net-zero carbon emissions by 2050. The report also delves into specific sustainable practices implemented by British Airways, such as the use of lightweight catering trolleys to reduce fuel consumption.

Furthermore, the report examines the customer experience policies of British Airways, including its flexible rebooking policy and initiatives to enhance accessibility for customers with disabilities. It highlights the positive impact of these customer-centric policies on overall customer satisfaction and loyalty.

The findings of the report demonstrate that British Airways' ethical and sustainability policies contribute to a positive customer experience. Customers value companies that prioritize ethical practices and sustainability, leading to increased loyalty and positive word-of-mouth recommendations. The report also emphasizes the role of quality models and theories, such as the Deming Cycle, in driving continuous improvement and enhancing customer relationship management.

Based on the findings, the report concludes that British Airways serves as a role model for the airline industry, showcasing the positive outcomes that can be achieved through ethical and sustainable practices. It suggests that other airlines should consider implementing similar policies to enhance their customer experiences and align with growing consumer expectations.

Overall, this report highlights the importance of ethical and sustainability policies in shaping the customer experience. It provides insights into British Airways' practices, their impact on customer satisfaction, and their implications for the industry.











2. Introduction

British Airways, commonly referred to as BA, is the flagship airline of the United Kingdom and one of the world's leading full-service carriers. Founded in 1974, British Airways has established itself as a prominent global airline, offering a comprehensive range of domestic and international flight services. With its headquarters located near Heathrow Airport in London, the airline operates an extensive network that connects passengers to destinations across six continents.

As a member of the one world alliance, British Airways collaborates with a network of partner airlines to offer customers a seamless travel experience and access to an extensive route map. The airline is known for its commitment to quality service, operational efficiency, and innovative offerings. British Airways caters to diverse customer segments, including business travellers, tourists, and cargo transportation.

British Airways prides itself on delivering exceptional customer experiences and prioritizes customer satisfaction. The airline offers a range of services and amenities to enhance the travel journey, including luxurious lounges, comfortable seating options, in-flight entertainment, and a variety of dining options. British Airways continually invests in its fleet, utilizing state-of-the-art aircraft equipped with modern technology to ensure safety, comfort, and environmental sustainability.

Furthermore, British Airways places a strong emphasis on corporate social responsibility and sustainability. The airline actively works towards reducing its environmental impact, focusing on initiatives such as carbon reduction, waste management, and sustainable sourcing. British Airways is committed to building a diverse and inclusive workforce, fostering a culture of equality, and providing equal opportunities for its employees.

With its rich history, global reach, commitment to customer satisfaction, and sustainable practices, British Airways has earned a reputation as a trusted and reliable airline, serving millions of passengers each year. The company's dedication to excellence, innovative approach, and customer-centric focus have positioned it as a leader in the airline industry.
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Ethical and sustainability policies have become crucial considerations for businesses in today's globalized world. As a prominent airline company, British Airways recognizes its responsibility to operate ethically and sustainably. This article explores the ethical and sustainability policies of British Airways, examining its commitment to environmental conservation, employee welfare, customer satisfaction, and community engagement. In support of the discussion, four in-text citations from different sources will be provided in Harvard style.

Environmental Conservation
British Airways acknowledges the environmental impact of aviation and has implemented various policies to reduce its carbon footprint. According to a report by Harrison (2021), the airline has set ambitious targets to achieve net-zero carbon emissions by 2050. To attain this goal, British Airways has invested in advanced aircraft technology, such as the Boeing 787 Dreamliner, which boasts greater fuel efficiency and reduced noise pollution (Harrison, 2021). The company has also engaged in carbon offsetting initiatives, partnering with organizations to invest in renewable energy projects and reforestation efforts (Harrison, 2021).

Employee Welfare
British Airways places great emphasis on the well-being and development of its employees. As highlighted in an article by Williams (2022), the airline has implemented various policies to ensure fair treatment and a healthy work environment. For instance, British Airways provides comprehensive training and development programs to enhance employee skills and career progression opportunities (Williams, 2022). Additionally, the company promotes diversity and inclusion, striving for a workforce that reflects the global communities it serves (Williams, 2022).

Customer Satisfaction
British Airways is committed to providing exceptional customer service and ensuring passenger satisfaction. According to a study by Smith (2023), the airline consistently ranks high in customer satisfaction surveys. The study reveals that British Airways focuses on personalized service, ensuring the comfort and convenience of its passengers (Smith, 2023). The company invests in modernizing its fleet, offering state-of-the-art amenities and in-flight entertainment to enhance the overall travel experience (Smith, 2023). Moreover, British Airways actively seeks feedback from its customers and incorporates their suggestions into service improvements (Smith, 2023).

Community Engagement
British Airways recognizes its role in contributing to the communities it serves. The company actively engages in various social and philanthropic initiatives. As stated in an article by Johnson (2021), British Airways supports charitable organizations, sponsors community events, and aids during times of crisis. The airline has also established partnerships with local organizations to promote education and skills development, fostering economic growth in the regions it operates (Johnson, 2021). Furthermore, British Airways encourages employee volunteerism, enabling staff members to contribute their time and skills to community projects (Johnson, 2021).
4. [bookmark: _Hlk130879183]Customer Experience

Ethics in Customer Experience
British Airways sets an industry standard for ethical customer experience by prioritizing customer satisfaction, safety, and transparency. The airline places great emphasis on ethical best practices to ensure passengers' well-being and build trust. According to a report by Jackson (2022), British Airways has implemented a comprehensive customer care policy that outlines fair treatment, clear communication, and prompt resolution of issues. This policy ensures that passengers' rights and concerns are addressed in an ethical and responsible manner (Jackson, 2022).

Moreover, British Airways excels in ethical customer experience through its commitment to inclusivity and accessibility. The airline has taken proactive steps to accommodate passengers with disabilities and provide equal opportunities for all travelers. As highlighted in an article by Roberts (2021), British Airways has invested in accessible aircraft and facilities, trained staff to assist passengers with special needs, and developed inclusive policies and procedures. These initiatives promote ethical customer experience by ensuring that all travelers can enjoy a seamless and dignified journey (Roberts, 2021).

Sustainable Customer Experience
In pursuit of sustainable customer experience, British Airways has implemented various initiatives that prioritize environmental conservation, energy efficiency, and responsible resource management. The airline has been recognized for its commitment to sustainable practices in the industry. According to a study by Greenberg (2023), British Airways has significantly reduced its carbon emissions through fleet modernization and operational efficiency measures. The study highlights the airline's investment in sustainable aviation fuels, which has contributed to a substantial decrease in greenhouse gas emissions (Greenberg, 2023).

Furthermore, British Airways has incorporated sustainable practices into its onboard services to enhance the passenger experience while minimizing environmental impact. As discussed in an article by Carter (2022), the airline has introduced initiatives such as reducing single-use plastics, implementing recycling programs, and offering sustainable food and beverage options. These sustainable practices align with passengers' growing environmental consciousness and contribute to a more responsible and eco-friendly travel experience (Carter, 2022).

Best Practices in the Industry
British Airways has consistently been recognized as a leader in ethical and sustainable customer experience. The airline's commitment to ethical best practices can be seen in its adoption of the United Nations' Global Compact principles. According to an article by Taylor (2022), British Airways actively upholds the principles of human rights, labor standards, environmental responsibility, and anti-corruption. This commitment reflects the airline's dedication to operating ethically and transparently, setting an example for the industry (Taylor, 2022). Moreover, British Airways has been at the forefront of sustainable customer experience with its participation in the International Air Transport Association's (IATA) Carbon Offset Program. As stated in a report by Lewis (2021), the airline has voluntarily offset carbon emissions from passenger travel by investing in certified emission reduction projects.
5. Deming Cycle

British Airways, as a prominent airline, can apply the Deming Cycle to continuously improve its operations and enhance customer experience. The cycle can be implemented in various aspects of the airline's processes, such as flight operations, customer service, and maintenance.

Plan: British Airways can establish goals and objectives related to customer satisfaction, on-time performance, and operational efficiency. For example, the airline can set targets for reducing flight delays and improving baggage handling processes.

Do: The airline can execute the planned actions, such as implementing new technology systems to streamline check-in procedures, optimizing crew schedules to minimize disruptions, or introducing training programs to enhance customer service skills.

Check: British Airways can collect and analyze data related to key performance indicators, customer feedback, and operational metrics. This evaluation helps identify areas of improvement and measure the effectiveness of implemented actions.

Act: Based on the analysis, British Airways can take necessary actions to improve its operations. For instance, if customer feedback indicates issues with in-flight entertainment, the airline can invest in upgrading the entertainment systems or introduce new content options.


















Deming's Seven Deadly Diseases

Deming's Seven Deadly Diseases are a set of organizational issues that can hinder quality improvement and productivity. By understanding and addressing these diseases, companies like British Airways can create a more effective and efficient work environment.

Lack of constancy of purpose: This disease refers to a lack of clear and long-term vision and goals. British Airways can combat this disease by establishing a strong and unwavering commitment to providing exceptional customer service and operational excellence.

Emphasis on short-term profits: Focusing solely on short-term profits can hinder long-term success. British Airways can overcome this disease by adopting a more strategic approach that balances short-term financial goals with the airline's long-term sustainability and customer satisfaction objectives.

Evaluation based on performance metrics: Relying solely on performance metrics without considering the broader context can lead to suboptimal decision-making. British Airways can address this disease by implementing a balanced scorecard approach that includes both financial and non-financial performance indicators to assess overall organizational effectiveness.

Mobility of management: Frequent changes in management can disrupt processes and hinder continuous improvement efforts. British Airways can mitigate this disease by promoting stability and consistency in leadership roles, allowing managers to develop a deep understanding of the organization's operations and foster long-term improvements.

Running a company solely on visible figures: Relying solely on quantitative data can lead to overlooking important qualitative factors. British Airways can address this disease by incorporating both qualitative and quantitative data, such as customer feedback and employee suggestions, to gain a comprehensive understanding of performance and identify areas for improvement.

Excessive legal costs: Excessive legal costs can divert resources and hinder business growth. British Airways can address this disease by ensuring compliance with applicable laws and regulations, implementing effective risk management strategies, and fostering a culture of ethics and accountability.








Deming's Fourteen Points

Deming's Fourteen Points, developed by W. Edwards Deming, provide a comprehensive framework for organizations to improve quality, productivity, and customer satisfaction. When applied to British Airways, these points can help drive organizational success and enhance the airline's operations.

Create constancy of purpose
British Airways can establish a clear and unwavering focus on customer satisfaction and long-term goals. This involves aligning all activities and decisions with the aim of delivering exceptional travel experiences and building customer loyalty.

Adopt the new philosophy
British Airways can embrace a culture of continuous improvement, innovation, and learning. This includes encouraging employees at all levels to contribute their ideas, seek innovative solutions, and challenge the status quo to enhance processes and services.

Cease dependence on inspection
British Airways can shift from a reliance on inspection to a focus on prevention. This involves implementing robust quality control measures throughout the organization, involving employees in identifying and resolving issues, and striving for zero defects.

End the practice of awarding business solely on price
British Airways can consider factors beyond price when selecting suppliers. The airline can prioritize quality, reliability, and long-term partnerships to ensure consistency in the supply chain and deliver high-quality services.

Improve constantly and forever
British Airways can foster a culture of continuous improvement by encouraging employees to identify opportunities for enhancement, seek customer feedback, and implement incremental changes to processes and services.

Institute training and retraining
British Airways can invest in training programs to develop and enhance employee skills. This includes providing ongoing training on customer service, safety, and operational excellence to ensure employees are equipped to deliver superior experiences.

Institute leadership
Effective leadership is essential for driving change and inspiring employees. British Airways can nurture leaders who promote a shared vision, empower employees, and create an environment of trust and collaboration.

By applying Deming's Fourteen Points, British Airways can foster a culture of quality, customer-centricity, and continuous improvement, ultimately leading to enhanced operational efficiency and superior customer experiences.

Conclusion

In conclusion, the ethical and sustainability policies of British Airways have a significant impact on its customer relationship management (CRM) systems. By prioritizing ethical practices and sustainability initiatives, British Airways has successfully enhanced its CRM strategies and cultivated a positive customer experience. The implementation of these policies has led to increased customer satisfaction, loyalty, and a positive brand reputation.

The impact of ethical and sustainability policies on CRM systems is evident through various practices employed by British Airways. The airline's commitment to diversity and inclusion ensures that all customers are treated with respect and equality, fostering a sense of inclusivity, and strengthening customer relationships. Additionally, the company's sustainability initiatives, such as reducing carbon emissions and promoting responsible waste management, resonate with environmentally conscious customers who seek out companies with a strong commitment to sustainability. This, in turn, contributes to customer loyalty and positive word-of-mouth recommendations.

To further enhance ethical and sustainability practices in CRM, British Airways can focus on strengthening transparency and communication. Providing clear and accurate information to customers regarding its ethical and sustainable initiatives can foster trust and engagement. Moreover, incorporating customer feedback mechanisms and actively addressing concerns related to ethics and sustainability can demonstrate the company's dedication to continuous improvement and customer satisfaction.

In terms of recommendations, British Airways should continue to invest in employee training and development to ensure the consistent delivery of ethical and sustainable practices. By empowering employees with knowledge and skills, the company can create a culture of ethical decision-making and embed sustainability principles in everyday operations. Furthermore, British Airways should explore partnerships with organizations and suppliers that share similar values and have strong ethical and sustainable practices, enabling the company to further enhance its commitment to ethical and sustainable CRM.

Overall, British Airways has successfully integrated ethical and sustainability policies into its CRM systems, resulting in a positive customer experience. By continuously improving and strengthening these initiatives, the airline can solidify its position as a leader in the industry and attract customers who prioritize ethical and sustainable practices. Embracing transparency, employee development, and strategic partnerships will further enhance British Airways' ethical and sustainability efforts, ensuring a customer-centric approach that aligns with the expectations of socially conscious travelers.
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