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Executive Summary

The purpose of this report is to analyse different organisation ethics, sustainability, quality and how businesses can benefit from implementing Customer Relationship Management (CRM) systems within their organisation. Through higher expectations of perception and the application of innovative technology, it helps businesses to change how they interact with the right people, through the high-quality channel, and at the right time to achieve the highest value. Additionally, engagement is any and every point of contact between a personality and a brand. Good involvement retains a person's interest, but they are driven by compelling commitment to engage with the brand.
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Introduction

Ethics is the morally engaged philosophy department and what moral conduct can be accomplished and how individuals can attain that objective. Singer (2019) and BBC (2014) states that it may also refer to a collection of concepts and techniques in a specific region that provide ethical preparation.
Ethics are individuals ' principles and values for governing their operations and choices. According to Melissa Horton (2019), Waqar (2013) and Business Case Studies. (2019) a code of ethics in an organisation is a collection of values that guide the organisation in its business programs, policies and decisions. An organisation's ethical philosophy in conducting business can affect the company's reputation, productivity and bottom line.
Sustainability definition is the study of how natural systems work, how they stay diverse, and how they generate everything they need to keep the ecology in balance. According to Grant and Kenton (2019) it also recognises that it requires resources from human society to maintain the modern lifestyle. Sustainability impacts all levels of organisation from the local neighbourhood to the whole planet.
Quality can be described as a fundamental instrument for any good or service's natural estate that enables it to be compared with any other good or service of its kind. Diaz (2014) and Alton (2016) suggests that the term quality has many meanings, however it basically relates to an object's set of intrinsic characteristics that enables the fulfillment of stated or implied requirements. In addition, the quality of a good or service is a customer's perception of it. It is the mindset of a consumer that accepts a particular good or service and recognises their capacity to satisfy their requirements.
Customer Relationship Management is a technology for managing customer and potential customer interactions. According to Gifford (2019) and Mriek (2017) a CRM system assists the organisations in building customer relationships and streamlining processes in order to improve customer service, increase sales and increase profitability. It also allows a company to strengthen its customer, colleague, service user, supplier and partner relationships.
Customer Relationships Management (CRM) is beneficial to the customer and the supplier. According to Markgraf (2017) and Gifford (2019) the supplier can lower costs of a product by only offering those that are wanted and when they are wanted which will pass the cost of the savings to the customer signed up with the company’s CRM. To enforce a system like this a significant amount of information regarding the customer must be stored. As a result, some concerns have been made about this system as it raises privacy issues and the accuracy of the information collected cannot be confirmed.










Main Findings

Ethical
A set of principles and moral values that guide the behavior of an organization and its employees can be described as business ethics. According to Horton, Management Study Guide. (2019), (2019), Business Balls (2019) and Business Case Studies. (2019) Business ethics is based on the fundamental moral values embraced by a company and its staff while conducting the company and pursuing company goals and objectives. Many corporations have a code of ethics shared all through the organisation, followed by both employees and management in managing company operations and therefore become the basis of the organisation's corporate culture.
Sustainability
It is essential to the growth of all businesses to have the right policies in place to employ, develop and manage employees. Sheffield (2019) and Business for Social Responsibility. (2019) states that over the years it has become more and more essential to have sustainable procedures and processes which not only attract the correct type employees but also maintain them happy while working for an organisation. Especially when recruiting and maintaining best talent, companies must be on the line and flexible in the manner of dealing with staff if they choose to maintain the best of the best. 
It is important to have sustainable business practices. Companies must ensure that they do not put in place policies which could seriously harm their reputation. According to Acquaye (2017), Hannaes, (2016) and Posner (2014) it not only includes the company itself, but also those businesses in the supply chain that it deals with. For instance, countless examples of large companies have been captured in poorer parts of the world by using low-cost sweat shop labour. This may be one of the main problems facing big business today as they are trying to keep quality at a decreased price that meets customer demands in search of a good deal.
To be able to achieve a sustainable business the organisation should have a customer relationship management system in place. By implementing the CRM system within the organisation will guarantee sustainable growth (Mansoor, (2017). 
Quality
When a product is good, customers will always return even if the price of the product is high. According to Alton (2016) and Diaz (2014) the quality of a product is what generates customer loyalty and trust towards the product. The customer is therefore more likely to recommend the product based on its quality to others and there is a likely chance that repeat purchases will be made.
McDonald’s CRM
MacDonald’s corporation is an American world largest fast food and hamburger restaurant. According to Crossfield 2018, Vizard (2015) and Astute. (2019) to ensure that McDonald’s had a consistent customer relationship throughout their business, they placed Astute solutions as the providers of their CRM services as it was a more effective CRM tool. They use a program called PowerCentre which allows the company to extend and improve their data capture capacity from customers and have a type of software which could enable both McDonald’s individual franchises and corporate services with the access to real-time customer information. They also wanted a software which was functional and flexible in providing support for the expansion and evolvement of the business. 
McDonald’s Ethics
McDonald has always behaved ethically within their business which is reflected in their company values “Inherent in each value is our commitment to be ethical, truthful and dependable and this is reflected through our Standards of Business Conduct which serves as a guide to making good decisions and conducting business ethically” (Corporate Careers. 2019 and Dwilson 2018). 
The company have a commitment to diversity which is made due to the belief that diversity is a business issue as well as a moral and ethical issue. According to Corporate Careers. (2019) QSR. (2019) due to the global expansion of the company, diversity has become an important part of the company’s culture. As well as this the business takes care in knowing and understand the traditions and local customs of the communities in which they have established a business. They try to encourage people from these communities into their business and focus on integrating the local cuisine into the menus making them the leader in their industry. 
McDonald’s commitment to diversity is established on the foundational belief that diversity is not just a moral and ethical issue, but also a business issue. According to Fraser, (2019), Thomas (2016), Where Women Work. (2019) due to global expanse of McDonald’s business, diversity has become an integral part of the internal company culture. In addition, McDonald’s promotes the use of local suppliers and based on their policies of diversity, expects and retains suppliers that have a similar diversity culture. Yasmin (2019) states that knowing and understanding the local customs and traditions of the communities where McDonald’s has established businesses, integrating people from these communities into the company, and adapting locally to the tastes and cuisines of the community, has made McDonald’s the leader in their industry.
McDonalds became involved with a lot of charity work throughout the 1970s and in 1974 they established the Ronald McDonald house. (McDonalds. (2019) according to Ronald McDonald House Charities. (2019), Rowlands (2017) the purpose of this charity was to help families of seriously ill children by providing them with temporary homes near to the hospital where their child was being treated. As well as their community involvement the company also has an ongoing commitment to the environment. As a result, they have programs for waste reduction, recycling and resource conservation in place. This effort towards environmental protection allowed the company to be recognised by the Audubon society. 
Total Quality Management (TQM) of McDonalds
Total Quality Management (TQM) is an evolving business model that most organisations are currently experiencing. Sanjeet (2016) and Flores (2015) states that it is not just about generating competitive advantage, but also about achieving long-term sustainability. It is also, to enhance general company efficiency in terms of obtaining greater productivity, profitability, customer loyalty and market share.
Total quality management (TQM) for McDonald's involves the employees being at work on time, being neatly dressed, and being clean. According to Gole (2012) and Flores (2015) the employees must ensure that customers receive safe food on an ongoing basis, which means that employees often must wash their hands to stay clean. In addition, the employees are required to pursue certain Standard Operational Procedures such that customers always obtain outstanding quality and service. According to Sanjeet (2016), Gole (2012) and Flores (2015) this includes employees who are using plastic gloves when handling food, that the fries and meat are fried properly, and thorough washing of vegetables when used in the food. Another TQM is that the employees require high-energy and rely on teamwork to get the job done in which customers do not have to wait long for their meals. Moreover, the management of McDonald underlines that their restaurants must be clean. This indicates that the restaurants must be sparkling, tidy and spotlessly clean. As McDonald's shows the quality in which the employee to offer friendly, accurate and fast service with a smile.
Six Sigma Methodology 
The methodology of Six Sigma is a repository of different principles and methods of proven quality. Elaborating on William Edwards Deming's quality circle (The Lean Six Sigma Company, 2019).
Organisations operating with the methodology of Six Sigma are renowned for high-quality customer satisfaction and world-class performance. According to The Lean Six Sigma Company. (2019) and Homework Market. (2019) the Six Sigma methodology creates tangible and practical tools for mapping customer requirements and making use of this information as a starting point for process improvement.
In Six Sigma, a few key concepts revolve around are and its meanings:
Critical to Quality: The customer's most important attributes (ASQ. (2019), Wang, (2014) and Homework Market. (2019).
Defect: Falls to supply what the customer wants (The Lean Six Sigma Company. (2019), Wang, (2014) and ASQ. (2019).
Process Capability: What can the procedure do (ASQ. (2019) and Wang (2014).
Variation: What the consumer is seeing and feeling (The Lean Six Sigma Company. (2019), Wang, (2014) and ASQ. (2019).
Stable Operations: Ensure continuous, predictable procedures to enhance the perception and feeling of the customer (White, (2019 and Wang, (2014).
Design for Six Sigma: Designing to satisfy the requirements of customers and processing capabilities (White, 2019, Wang, (2014) and ASQ. (2019).
Adapting to the management of McDonald based on key concepts:
Critical to Quality: McDonald's used the food safety management scheme, which include an authorised Hazard Analysis Critical Control Point (HACCP) plan, Good Manufacturing Practices (GMP), food security program, as well as sanitation program and crisis management. Supplier Quality Management System, which was updated by McDonald's in 2007, including food safety and high expectations for all McDonald suppliers worldwide (Villanovau University. (2019), Six Sigma, (2019), Wang, (2014) and White, (2018).
Defect: McDonald's management also wants to maintain businesses from being contaminated when complaints are received from customers who do not get what they want; McDonald's will attempt to deliver the required products of their customers to their homes (Wang, (2014), Six Sigma, (2019) and Shah, (2012).
Process Capability: McDonald's used the system to make it easier for drive-through customers to purchase without getting off the car and providing a home delivery service (Shah, (2012), Wang, (2014) and Six Sigma, (2019).
Variation: McDonald's launched a range of menus to create choices and feel the food for customers. Also, McDonald's will attempt to create new menu options to customers in each month (Shah, (2012 Francis, (2012), Six Sigma, (2019) and Wang, (2014).
Stable Operation: McDonald's management has improved its activities from year to year with the introduction of new products to improve customer willingness to dine in their restaurants Wang, (2014) (Francis, (2012), Six Sigma, (2019) and Shah, (2012).
Design for Six Sigma: McDonald's encouraged businesses to concentrate on their customers. Under the entrepreneurial spirit and system-wide harmony about McDonald's plan to win strategy allows them to implement the best ideas for large-scale and local talent effectiveness. McDonald's restaurant provided a simple, easy and pleasant experience for the customer (Francis, (2012), Six Sigma, Wang, (2014) (2019) and Shah, (2012).
Primark
Primark is a worldwide retail store offering the latest trends, beauty and homeware on the high street at the best value. Robertson (2018), Grant (2018) and ABHI. (2019) states that Primark is a part of the Sustainable Apparel Coalition and has put in place many good initiatives to offset their effect on the environment. since 2002, Primark has been using paper bags instead of plastic bags and has also launched waste and packaging reduction initiatives.
Despite of Primark’s retail success, the company has been struggling to overcome the fact that fast fashion is not a sustainable method and cannot be ethically made. According to Hendriksz (2017), Tariq (2018), ABHI. (2019) and Robertson (2018) following the collapse of the Rana Plaza in 2013, the accident acted as a wake-up call for the company in which an immediate call for action was made from Primark to take a closer look at its ethics and where they needed to improve. As a result, were the first retailers to sign the accord on Fire and Building safety in Bangladesh which was initiated by the UNI Global Union and IndustriALL. 
The company was also one of the first to ensure that the workers and families affected were given immediate financial aid and food, thus pledging to provide short term and long-term help to those were affected. According to ABHI. (2019), Tariq (2018) and Robertson (2018) they have also continued to work with non-profitable organisations and locals to secure any funds that were given to the workers and their families. As well as this the company launched the ‘Pashe Achi’ project to ensure those receiving compensation have access to the financial funds and know their rights. 
The company also reviewed and tightened their structural surveys in Bangladesh to analyse the structures of their buildings and how safe they are to use. For this Primark has a team of over 80 experts who work in sustainability, worker training and ethical fashion as part of their ethical trade team (Hendriksz, (2017) and Tariq (2018).
Primark has expanded its sustainable cotton programme in which the company is working with CottonConnect and the Self-Employed Women’s Association to support female cotton farmers in India (Robertson, 2018, Stone, (2018 and Business in the Community, (2017). Workers were educated, trained and paid higher and Primark were able to benefit from the enhanced cotton output and better-quality products. This has therefore increased consumer interest in the company’s ethical and sustainable practices (Hendriksz ,2017 and Stone, (2018). 
After the collapse of the Rana Plaza, Primark received a lot of criticism and questioned raised on how ethically sustainable the company really was as they had always kept very quiet about their ethical and sustainable practices (Hendriksz, (2017) and ABHI, (2019). As a result, to overcome the misconceptions, Primark introduced an environmental sustainability training programme called ‘our ethics’ in its stores. According to ABHI. (2019) suggest that the programme focuses on covering all the company’s policies such as code of conduct, social responsibility, environmental sustainability and ethical sourcing. 
























Recommendation/Conclusion

McDonald’s has been questioned for the negative influence the company is having on the environment. The company has indirectly caused the deforestation of rainforests and greenhouse gas emissions in order to provide meat for its food. As well as this McDonalds are using an unnecessary amount of packaging which are non-recyclable and non-renewable, therefore in conclusion it can see that the main issues facing the company is package waste generation and global warming. Gunther, (2013) and Carrig (2018) states that as a result of these environmental issues McDonald’s has made itself aware and carried out several strategies to help tackle the problem. They have stopped buying soybeans from the amazon which has improved its carbon efficiency and by changing farming methods the company can reduce their impact on global warming. However, despite this McDonalds are unable to confirm that all their meat will come from a sustainable recourse.
Moreover, to deal with the packaging waste problem the business has redesigned its packaging, so they use sustainable materials and have started recycling programmes but have neglected the importance of why waste is needed to be reduced (Carrig (2018) and Gunther 2013). To further improve the issue McDonalds could create a code of conduct for its suppliers to work with ranches and farms that are not causing harm to rainforests.
To decrease packaging waste, McDonald's may have two options to use reusable containers and give customer incentives to provide their own cups. McDonald's can substitute some of its packaging with reusable ones, such as salad containers and coffee cups, because recycling packaging including glass and paper is proven to be less environmentally friendly than reusable packaging. McDonald's may also give discounts to encourage customers to supply their own drink bottle or coffee cups.
Primark do not personally own any factories, nor do they outsource manufacturing to their suppliers which means that they do not control their supply chain. As a result, the company can deny any claims of responsibility for factory workers and any labour issues (Robertson 2018 and Grant 2018).
In order to improve Primark can become more transparent towards their auditing practises and suppliers whilst also improving health and safety in factories and paying a living wage to their workers. As well as this they should work with their suppliers to ensure that labour unions are available for the workers so that they are able to work freely from harassment and threats (Hendriksz, 2017 and Grant 2018).
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