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Introduction

Research conducted by states that Britain are spending approximately 5.5 hours a day online (We are Social Ltd, 2021).

This report focuses on three internet service providers (ISP) and how they can enhance best practices to their customer experience management.

Report now seeks to investigate how these ISP use their ethical and sustainability policy in relation to their customer experience journey and how quality theories assist.

Ethics

Ethics defined by set of values and rules that dictates right or wrong conduct. Ethics means acceptable norms, morals, and ideal standard ways of acting and behaving with people.
The main elements of ethics are Integrity, Responsibility, Fairness, Care, Respect.

Sources for ISP ethical policies identified:
BT Ethics Code 2019
EE Ethical Charter 2015
Virgin Code of Conduct 2019

One of the largest influences of modern business ethical principles is Kantian theory stating certain ethical values promote good for business providing a competitive advantage and business success.

(Bowie, 2017) Formulation treating stakeholders as people with equal respect, honesty and trust. Consequence of good ethic practices enhances profits.

1) action need to have moral ground 2) treating stakeholders as people and not to use them wrongfully, simply for their own gain 3) everyone in business must follow ethical standards even senior management.

Staff will feel respected and positive behaviour unfolds and will work harder and reflected in treatment to customers and customers views this positively.

(Román, 2003) empirical study revealed that sales employee’s ethical behaviour creates higher customer satisfaction, trust and loyalty to the business that employee represents.

ISP have to be customer-orientated to become competitive in industry, but this is not enough as customers are more demanding to be perceived as ethical by their customers in improving and sustaining relationships.

Accountability Transparancy

Ethical Consumer (2019) investigated ISP and ranked their ethical performance out of 15 being the top score. EE scored 8, BT 7, Virgin 6 with low ranking.

All three ISP fined for tax avoidance, transferring money overseas for their business benefits. Customers need to be able to trust that business is following UK tax rules law abiding citizens. Have the best interest of stakeholders rather than their shareholders.

This contradicts all ISP ethics policy of trust ensuring that customers are at the forefront of their business ethics dealings.

Accountability;own up and fixed in all departments Accounts should be honest not be deceptive. 

Should take responsibility of actions and not avoid it, open and transparent clear and don’t cover up.

Responsibility of service
EE Customers are complaining that it takes more than 3 weeks to fit customer connection to home when stated 1-2 weeks (expert reviews, 2021). 

EE relying on Openreach schedule causing dissatisfying customers that require broadband for their purposes.

NPS measures customer experience and willingness of customers to recommend company to others, gauging customer's overall satisfaction and customer's loyalty (Ofcom, 2021).
Tracking and analysing customer complaints reveals whether the company is meeting its ethical performance standards. 
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Respect and Honesty in service delivery

System reports ISP blackout outages during 2020 EE 6%, BT 3% and Virgin 5%(Is the service down , 2021)
When there is disruption like this to internet connections customers experience is not good. Customers complained on TrustPilot and felt overwhelmed frustrated for a service that they paid for not delivering results. Hanging on a string waiting when the system will be back up, it disrupts lives, work and school from being accessible for a duration of time until ISP has resolved. 

A courteous text or compensation for inconvenience would help customers feel respected and ISP taking responsibility for service delivery.

Friends and family discount not applied to customer account which annoyed customers. Customer complained on EE community platform twice, as discount was not updated on CRM system correctly by staff. (EE, 2021)

Two staff did not take responsibility in applying discount when customer was eligible after agreeing with customer that it would be done so not upholding honesty.

Some Virgin Media customers especially Long Ditton resident have extremely slow broadband speeds since November 2020, resorting to returning to the office instead of working from home and effecting school learning despite government advice to work at home(ISP Review, 2021)

Many customers impacted by the problems with low performance and connection stability expressing frustration at the continuing lack of clarity and ineffective support from Virgin Media’s customer service team. 

Faults on lines reduced speed impacting both download and upload speeds to the extent that many customers have found the service unusable during working hours. These speeds make Zoom and school teaching online lessons impossible at times.

So, customers are not getting a fair deal with the package that they have paid for, and to make matters worse Virgin Media Customer services originally seemed unaware of the scale of the issues, with some claiming that there were no known issues at all on the network and sending out replacement routers suggesting the faults lay with peoples equipment. 

Customer Services reading from a script and not making call personalised and not sympathetic to their issues, and four dates have been set but never rectified which adds to customer tensions. Virgin will hopefully resolve in March 2021 

(Trust Pilot, 2021) Provides customer reviews on ISP providers.
BT & Virgin was placed in ranking of having Bad reviews and EE had poor reviews.

However, there are grey areas where ethics are not being met as stated in their ethics policies.
Virgin & BT need to update their service status page on CRM promptly for any line problems as some customers effected with broadband issues are not shown and instead states “no known problems” for customer service staff to relay UpToDate information.

Engineer repairs have been made but cancelled before the 24-hour notice, so ISP avoids £25 compensation to customer. Openreach has been busy and taking longer than usual during COVID and engineer dates are limited causing dissatisfaction to customers.

BT have also intimidated customers to pay £125 engineers bill at no fault of their own, explaining fault was on property when actual fact it was their equipment at the exchange or cabinet customer found out when calling Openreach. 

Ripping off and dishonesty has resorted to customers complaining and leaving ISP for bad ethics.
BT customers are experiencing drop in download and upload speeds then what they were guaranteed when taking up offer, which impact customers lives dramatically.  

Virgin & BT Customer support Staff not showing compassion, patience and rude when customers have issues with line and spending over 1 hour rectifying with Technical team to resolve faults at router.
Some customers felt that their enquiries were not being met and pushed pillar to post and delaying issues made customer feel disrespected. Need to be quick in answering phone as causing more anxiousness if not being dealt with by a customer representative that not reassuring them. 

Bills and final bill showing discrepancies of incorrect charges that was not customer fault and error on ISP side which need to be called out by customer, that should not of happened in the first place. Bills need to be checked to avoid customer wasting time calling to get it rectified.

Feeling like a valued customer and cared for willingness to help in making touchpoints easy and journey smooth makes for a memorable experience that determines maintaining business.

BT staff not showing empathy in errors or misunderstandings of why routers being delayed and faulty waiting over 5 days for delivery which is going against stipulated 3-4 working days.

However, customers do like to complain but not praise which may not be a true accurate account of the ISP customer journey on Trustpilot reviews.

Customers accuse Virgin Media of using technicalities to wriggle out of legitimate claims in many cases they have given up after being kept waiting on the phone and online chat.

Integrity broken

ISP to be effective need to satisfy the needs of customers in providing a good broadband service at all touchpoints in the customer experience journey which they paid for otherwise they will leave contract and ISP profit will decrease impacting on survival. 

Advertising Standards Authority upheld a complaint against BT regarding an advert claiming on the BT “The UK’s most powerful business wi-fi signal vs major broadband providers”and “Better than all other major UK business broadband providers, giving you the strongest signal and Tests prove it.”

ASA identified BT breaking rules for misleading advertising.  Leading potential customers in a sales contract trap by these inflating and comparisons from competitors.
Customers find information from ISP websites, adverts to decide on final ISP and they trust the information is reliable not exaggerated so they make purchase. 

(The Times, 2021) Virgin customers not being paid by Virgin for compensation when services not working totalling hundreds of pounds which is unjust failing their code of conduct of sticking to rules.

Some Virgin and BT bills have been inaccurately produced showing incorrect figures for services, that customers exhaustively need to change when agreed beforehand failing to do things right first time in code of conduct.

In all these dilemmas there is an ethical and unethical answer but have freedom of choice to carry out the right or wrong decision and obligated to make right decision for the customer or suffer consequences. Bad complaint, reviews online, ombudsman etc. and ultimately no uptake on service.

ISP should be truthful to customers in all dealings, assisting customer on the best service for their needs and not for best interest of business by supplying a service that will have more profit. Customers are grateful when staff provide time to ascertain best service product and treat them with respect increasing customer satisfaction.

Medeiros et al (2017) conducted a Meta-Analytic Review of Business Ethics revealing that code of ethics was seen as highly positive in shaping ethical behaviours of business managers. Nurturing ethics gears business in the right direction for return on investment.

Sustainability

Sustainability comprises of three components Social, environmental and economic. 
frequently called Triple Bottom Line concept created by John Elkington for businesses in 1997.(Gale 2017)
Developed to measure value of sustainability in a business, where all three components are measured to understand their long-term business sustainability success for the present and future. 

Sustainable business will excel in long run by being profitable having competitive edge and meeting stakeholders aspirations and integrated with society expectations. 

Sources for ISP sustainability policies identified as follows:
BT Sustainability Report 2019
EE Sustainability Policy 2019
Virgin Sustainability Report 2019

[bookmark: _Hlk67160506]Environmental, Social and Economic Sustainability Pillars

BT 

BT first invested in reducing environmental challenges for past 25 years and first to invest in tackling Government Climate Change reduction for achieving zero emissions by 2050 to help the planet.

Focusing on having Zero carbon waste by decarbonising fleets, purchasing 66 electric vans for repairs and installations of broadband lines and economically viable and changing replacing older vehicles with newer vans to lower carbon emission. Since 2016 BT reduced carbon emissions by 42%.

Purchasing 100% renewable sourced electricity from UK suppliers to power all BT broadband buildings. Cutting carbon emissions footprint in buildings by also investing in energy management projects helped cut operating costs which overall saved 343m since 2009 adding to profits.

Showing customers that they care for the environment and doing upmost to invest for the future broadband for everyone.

ICT also reduces carbon emissions having established BT products and services like broadband, teleconferencing, cloud networking and innovations of Internet of Things technology. Helping customers in reducing emissions on their travel fuel expenses and cut energy use for customers who use broadband by economical router.

Overall C02 reductions in travel was 10.6 tonnes and 1.3 tonnes for energy and .9 tonnes on materials and manufacturing helped grow BT business and these products generated over 5.5bn in revenue in 2019.

During Covid Internet has been the lifeline for people so smooth connectivity was important for society. Connecting people to high-speed broadband for the future and focusing on getting 4G to Rural area customers who lack poor broadband services by investing in infrastructure. 

Virgin 

Virgin supports million disabled people in UK society teaching skills and confidence for employment through Work with me community online scheme partnered with Scope. Trained staff provide unique service to disabled job seekers provide support for finding and getting employment running webinars, advice and teaching online. 
Using brand to impact customers and society positively, investing in projects, that increase customer uptake on services.

127,000 small businesses access VOOM community of business owners sharing expertise, support to new start-ups and potential partners for business growth.

Virgin boosted online business speed through VOOM Fibre only ISP providing top speed of 350Mbps which sets them apart from competitors meeting customer needs after discovering average employee loses 15 minutes a day to slow internet speeds.

Delivering social and economic impact through service opportunity they are generating for businesses. Where more businesses are using broadband to stay ahead of the competition and communication easier.

To increase and maintain customers for economic sustainability Virgin producing better quality products that are environmentally friendly for society.

Hub 4 Routers are 5% more energy efficient using less plastics, electronics, and power in use and in idle and using 90% recyclable materials saving 740 tonnes in packaging for the environment.

From 1.8 million customer equipment returns 1.1 million were refurbished and reused in 2019 saving on materials to create new routers for customers.

Business has grown without increasing carbon footprint helping to increase network and business significantly. Reduced carbon footprint by 46% in past 5 years.

Working towards zero-waste landfill currently at 3%. Staff recycled paper use by 78% by using technology systems e.g. CRM to store customer information. 

Virgin sustained increased revenue growth through these sustainable measures in 2020 even through Covid Times supplying reliable internet to customers.

EE

EE Recycle all faulty routers including all accessories providing customers with pre-paid Self-addressed envelope for customer ease and ensure delivery to EE. This service helps equipment to be recycled and parts re-used to make newer equipment being environmentally friendly.

Protecting environment through climate change reducing pollution EE impact on the environment and help everyone else to manage and reduce their carbon footprint too.

Protecting staff well-being in the workplace and valuing them as part of society is important.
Introducing well-being initiatives and training to improve staff work performances, participation, and productivity. If workforce is positive will produce high standards of work and this flows through when connecting with customers to have a great experience. 

Policy states their suppliers are assessed and have adequate sustainability process in place to ensure excellent service delivery e.g. Openreach supplier providing repairs to customers broadband connections promptly to avoid EE customer inconvenience.

Personalised approach to sustain customers. Honing on vulnerable customers in society – notes made on CRM to provide patience and empathy so any Language barriers – forward to bilingual staff  or elderly no time constraints, to sustain customers.

EE striving to be UK number 1 ISP and investing in benefitting planet has positive financial impact.

However, EE policy does not state what they are doing for the society only within the company an area to develop upon.

Customer satisfaction results from both customer experience with ISP and customer’s business evaluation.

Weak record in showing environmental care ISP might lose customers that make environmental a priority. Businesses making more efforts in creating and maintaining high ethical standards for society and environment customers have a positive opinion on them.

Clear sustainability strategy available to customers like Virgin delivers great benefits like public goodwill and improved reputation, which EE should adopt.

Sustainability umbrella provides opportunity to organise efforts to gain public credit and entice customers that ISP is benefiting public, environment and business. 

(Uniliever Report, 2017) shows one third of customers now purchasing from sustainable businesses geared towards social and environmentally effect. Making use of their money being invested in some sustainable areas, and feel it is benefitting society.

(Talonen and Hakkarainen, 2014) Customer experience builds around feelings, emotions, physical and psychological responses. Customer experience is much more extensive a concept than user experience, which is normally attributed to direct impressions such as look, feel and usability. 

Striving in delivering unique customer experience that tops competitors resulting from business model that significantly includes a company’s quality processes, operations and competencies to build and sustain customers relationships.

Adapting to continuously changing environment for sustainability.
ISP to succeed it is imperative that sustainability is focused as it will drive growth, lower operation cost, reducing risk for the environment and building trust with customers that they are working towards a better future for society, environment, and business.

Quality

Quality defined as capability of a product/service to constantly meet or surpass customer needs and expectations and not how business perceives the product/service to be.

Components of Quality
Performance – that is fit for purpose. 
Appearance – is it visually pleasing.
Features - meeting customer needs
Reliability and Durability – does it last 
Price – that it’s worth the money.

If service delivery has these requirements, then passed quality test and if not its sub-standard.
If you want to make sure you are providing consistent ISP services throughout business, you must implement a Total Quality Management system that sets out to provide continuous improvement in customer satisfaction. Maintaining increased efficiency and effectiveness with lower operating costs and increasing market share and revenue.

Gaining customer commitment and motivating employees to deliver an excellent service at all your company's touch points can ensure successful results and satisfied customers that stay with ISP provider.

(Rahman, Haque and Khan, 2012) study informs ISP should take key measures of understanding quality issues and the connection with positive customer buying intention. Quality frameworks assist broadband ISP to improve general service quality, ensuring technical, functional quality customer experience contributes positively to customers behavioural intention in choosing a broadband organisation to providing improved service quality to customers is crucial.

Deming PDCA Cycle

Dr Edward Deming explains many problems are systemic and managers responsibility in improving system so that employees carry out tasks efficiently (Ghobadian and Speller, 1994)

Theory promotes improvements in quality has lower costs due to less rework, less mistakes, delays using time and resources effectively. With better quality and lower prices, ISP can achieve better quality as improves productivity leading to long-term competitive advantage. 

(Oriordon 2020) EE independent survey revealed that 41% of customers would like a video chat option in dealing with broadband issues on router, computer and instead of accessing computer remotely as independent customer survey identified some are reluctant for EE representative accessing computer directly online but would like a personalised face to face customer experience to solve their issues faster. 

Broadband issues taking longer to solve by phone nearly up to one hour, going through necessary checks incurring high staff costs if duration cut can be working on other customers broadband rectifications. 

EE can use Deming PDCA quality improvement Tool that’s useful for implementing change when finding a problem to solve on a small scale first until established without any faults then provided to all broadband technical teams to use with customers.

Consist of four stages.
(P) Plan change
Need a team to organise, create plan to communicate the change . Ensuring that management choose the right people and not including the actual staff on the operational bottom hierarchy where they have the knowledge of the works will prove to be disadvantage.
Determine quality standards and the requirements to meet those standards, add range internal resources. Determine procedures used ensuring criteria is being met.
(D) Do the change by testing on a small scale.
Providing training so staff know how to operate and connect with customer by being polite and helpful. Do video chat by testing it out on customers of all age ranges, so that feedback can be broad.
Add link to CRM system to make connection with customer contact using an IT expert through mobile phone connection.
Provide customer extra GB on phone for enhancing service and inconvenience.
C) Checking by reviewing test, analyse results by duration of issue rectification to phone call time. Control measure and monitor to ensure they meet expected criteria of eventualities of broadband issues arising from customer experience.
After test do customer survey on usability, performance from customers experience on the video chat did broadband problem get resolved efficiently how was EE customer representative performance.
(A)Act on what was learned Study the findings of the quality management system, to ascertain what can be done better ironing out issues/problems of service from staff and service customers. Revise any changes to the process and do cycle again when improvement is successful then adopt on a larger scale.
Continuously evaluating and improving to meet customer needs in removing issue efficiently. However, it takes a very long time to set up with preparation consisting of computer-based engineer to set up on CRM database a link to place a video call to customer.

In reality it takes time to complete all the model steps. Also, for it to be effective the planning team needs to look at each stage in depth for any flaws and all avenues take time.

Jurans Quality Trilogy

Juran created quality trilogy – quality planning, control and improvement (Ghobadian and Speller, 1994)
Management need good quality actions to be planned out, controlled and improved upon. 
Juran believed quality is associated with customer satisfaction and dissatisfaction with the service.
Juran explains quality through customer viewpoints, having high quality involves more features that meet customer requirements with less defects.

To attain goals of the business Virgin must establish quality.
Which (2021) surveyed 4,477 and Virgin was second to last ISP in overall customer experience score at 53% which needs improving.
Improving customer experience results can be achieved following Juran 3 quality managerial processes.

Quality Planning: Quality happens through planning. Following steps meeting aims ensuring customer requirements are fulfilled.
Establish project. Analysing all customer complaints through external reviews like Which, Trust Pilot etc not internal customer reviews alone.
Identify customers - broadband
Discover customer needs - Identifying a need for employing a Virgin Customer Experience Operations Manager to develop areas of service failing.
Develop the process – create a team solely evaluating the customer complaints, analyse and plan changes. Do research on findings and concentrate on most complained problem first with broadband.
Develop the controls and transfer to operations.

Quality Control: preventing things from getting worse, the inspection aspect where managers compare actual performance with plans and solve differences. 
Choose control subject- check staff behaviour towards customers, check Broadband sales and issues resolved or not. 
Establish measurement-Establish standards of performance and provide staff goals but be realistic otherwise pressures will effect staff and customer not satisfied wholly. 
Measure actual performance- checks, monitors thoroughly all after call recordings.
Compare to standards (understand the difference)
Act on the differences found. By providing more staff 

Quality Improvement: generating advanced levels of performance by removing defects to reduce the cost of poor service quality.
Prove the need for improvement; Has % of complaints decreased? 
Identify improvement areas if not and provide goodwill compensation for those customers effected badly poor service quality.

Establish customer experience teams
Provide staff with resources, training or motivation or discipline meetings. diagnosing causes, encourage remedies, and establishing controls for success. 

Juran states 80% of problems come from 20% of causes, and the managers responsibility to focus on quality measuring ‘fitness for use’ via strategic planning to address quality deficiencies and not staff. 
Team works collectively in improving broadband issues.

Quality programme is organised and lays strong plan on how to reach goals.

Focuses on parts of a business not the whole.

Very user friendly and has starting points.

Regards problems as lack of effective quality planning and control.

Many companies still focus goal of meeting sales targets and not incorporating quality first, with customer dealings.

Crosby

Philip Crosby created four absolutes of quality management (Ghobadian and Speller, 1994)

Quality is conformance to meeting needs every time and non-conforming services is when management fails to detect or control.

Quality is free because small costs for prevention will always be lower than costs of detection, correction, and failure as its time consuming and expensive.

Zero defects in performance - getting it right first time and is managements responsibility.

Measurement of quality is the price of non-conformance.

Once management realises costs of poor quality, then would be motivated in improving quality process. 
Management must be rigid in ensuring that processes meet all four absolutes. Mistakes will still be made, but Crosby has high expectations in system having lower cost from high quality. Reduction of defects indicates more satisfied customers. Can cost businesses between 20% - 35% of their revenues, for poor quality.

(Lewis, 2021) noticed BT routers only lasting on average 1 half years until customer complains of being faulty and need replacement. 
This should have been noticed earlier by management had the process been in place for product quality control.

BT should check supplier and getting it remade with quality materials that will last longer up to 4 years this will save BT product costs, with staff time having to handle phone issues and reduce customer complaints having a better brand image. 

Carrying preventive measures is harder than making corrective actions, so management should have been pro-active and listening to staff on operation level and monitoring for any issues.

Crosby criticised for relying too heavily on leadership and motivation and not providing more exacting measures.

Expensive to do testing to put in place procedures for quality assurance.

Quality should be a policy proposing prevention-oriented programmes requires management efforts.

Process can be expensive and time-consuming quality testing needs long term commitment but worthwhile.

Senior management need to have commitment to quality goals and communicate strategy adopting great work culture otherwise gaps will appear in service from customers.

This all takes time, and lots of business continue to put a premium on short term financial gains.

Designing quality in the process makes more sense than policing a common practise and in the long run much less costly.
Conclusion

(Giovanis, Zondiros and Tomaras, 2014) empirical study revealed service quality is positively linked with emotional satisfaction and customer loyalty at all touchpoints. 
ISP need to continuously improve quality of service, operation, image affecting customers positive or negative emotions to increase loyalty.
Business yields its best when done ethically and be maintained by a business to sustain good customer relations.

Customer experience encompasses a customer’s entire journey with ISP its measured by a customer’s feeling towards business, positive or negative, and how likely they would be to return as a result.
Stating ethics and sustainability in policies is one thing but not adopting, acting upon it fully, results in customer complaints and low retention.
Customers seek value which is quality divided by price simultaneously. ISP must evaluate the value they provide relative to the competition as customers compare competitors. 
TQM is important in understanding customer needs, formulating strategies to provide value to customers, and continuously improving business CRM system to provide that value.

TQM Ethics and sustainability as a whole leads businesses to improving competitiveness, reducing costs, and increasing profits and journey taken from where you are now to being a better business is worth it.

Recommendations

When customers has blackouts or speeds drops longer than usual due to disruptions e.g. roadworks. Instead of waiting and receiving many calls at this time blocking call centres ISP should send text automatically to customers from CRM reassuring that issue will be rectified promptly and maybe discount applied customers that have had more occurrences than usual. 

Maintain ethical standards by valuing customer experience and annoyance when standards not met being honest about it Thus sustains customer satisfaction.

Training and monitoring of staff for checking aligning values of ethical procedures with customers is essential from managers for continued business progression.

EE should let customers know its sustainability goals in policy for resulting in customer retention.
Acquire different contractors to fit connection other than Openreach to remedy problem of getting customers online within 1-2 weeks.

All ISP need to invest profits into the UK and not find avenues for placing abroad to avoid tax, benefitting UK economy.
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