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Executive Summary


The researcher has looking in to two different organisations and how they are dealing with ethics, sustainability and quality.
How their policy are affecting social, environmental and political factors and how this can be improved.
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1.0 Terms of Reference


The report has been requested by the Chief Executive Officer of Marketing Week online journal this report on 13th March 2019.
Purpose of this report is to investigate the customer experience of an organisations on Ethical trading and sustainability resources, how can organisation improve Customer Relationship Management, gap in organisational CRM system, possible quality impact on organisational Customer Relationships and recommendation for improvement. This report has been compiled by Muhammad Sujon, to outline consumer behaviour, organisations drawback and benefit of ethical trading and sustainability resources.
The deadline to submission this report is 29th March 2019.
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2.0 Procedure


2.1	The procedure adopted to prepare this report, includes sources of information from Books, Websites and Journals.
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3.0 Findings

3.1	Ethics definition 
What is ethics?
Ethics come from a Greek word ethos.
Described as a moral philosophy, it is concerned with what is good for society and individual. Term ethics also covers dilemmas, such as;
· Moral decision
· Individual right and responsibility
· How to live a good life
Culture, philosophies and religions drive concept of ethics. Modern philosophies divided ethic theory into three areas, normative, meta-ethics and applied ethics.
1) Normative ethics falls under the moral judgement, what is right and wrong. 
2) Meta-ethics deals with principal and origin of ethics.
3) Applied ethics look at topics which are controversial, like animal right, war and capital punishment.
(bbc, 2014, accessed: 15th March 2019)

According to Reference for Business the term ethics are best described as “principal by which organizations conduct their business”. They are best demonstrated by compassion, fairness, honour and responsibility of an organization towards their stakeholders.
Business ethics are where all employees will be treated uniformly, regardless of their gender, race, religion or culture they believe in, all employees should have equal chance to get promotion in the organisation they are working for.			
(Suttle, 2019, accessed: 15th March 2019)
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Description term ethics
Author Robin, published in Journal of Business Ethics, that for several decades business ethics has been archive, but is has not yet developed a agreed applied discipline for ethical perspective. 
A useful science- based model has been developed by Academics in Business disciplines. The model explains why some business people behave ethically without acceptance of any general definition of ethical behaviour. 
Academic in moral philosophy has tried to formulate what their understanding of ethical behaviour, unfortunately majority seems to ignore the basic mission of business.
(Robin, 2008, p. 139-150)

There is no clear definition of business ethics, an American language related reference worker Merrian Webster define ethics as;
A moral duty and obligation, discipline dealing with what are good and bad, a moral principle, such as system of theory of moral value,  a principle of governing a group or an individual and a set of moral aspect or issues, such as rightness.
The difference between moral and ethical is;
Moral particularly describe the value concerning and what is wrong and what is right. On the other hand ethic can refer broadly to moral principle, Morel connotes an element of subjective preference, and ethics tend to suggest universal aspect of fairness. 
(Webster, 2019)


 “One entity (e.g., a person, an organization) “does business” with another when it exchanges a good or service for valuable consideration. Business ethics can thus be understood as the study of the ethical dimensions of productive organizations and commercial activities. This includes ethical analyses of the production, distribution, marketing, sale, and consumption of goods and services”

(Stanford encyclopaedia philosophy, 2016, business ethics)
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3.2 Sustainability definition
According to Global Foot Print there is no universal definition to describe the term sustainability. The sustainability stems from the concept of Sustainable Development. At the world first Earth Summit in Rio in 1992, sustainable development became common language, sustainable definition are considered to be: 
“Development that meets the need of the present without compromising the ability of future generation to meet their own need”
 (Globalfootprint, 2009)

In essence sustainable development is about five key principles:
· Fairness and equity 
· Quality of life
· Recognising environmental limit
· Participants and partnership
· A thought for the future
The sustainability can also be describe as, the direction of the investment and resources.
(Globalfootprint, 2009)
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Description term sustainability
There are different definitions of sustainability for different stakeholders.
The food and Agriculture of the USA (FAO) defines sustainability as continues satisfaction of people need for present time and later generation.
The United Nation Environmental Program (UNEP) describe sustainability as used of resource, development and environment that does not compromise their use in the later generation.
World Wildlife Fund for Nature (WWF) describes sustainability as three components:

1. Social progress
2. Environmental protection
3. Economic growth
World Summit for Sustainable Development (WSSD) also state that sustainability (sustainable development) is built on three independent and mutually re-enforced pillars:
1. Environmental protection
2. Economic development 
3. Social development
 All three pillars must be established at Global, National and local level. 
(foa.org)
According to Prof. Dr. Felix Ekardr, (one of the famous German theorists) sustainability is form of social and economy that is lasting and can be lived on the International scale.
(Ekardr, 2016)
V
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3.3 Quality definition
In manufacturing Quality is defined as a “product being free from defects, deficiency and significant variation”.
The products are manufactured to certain standard that achieve uniformity to safe guard the brand and quality.
(Businessdictionary, 2019)

In business term quality is about making sure organisation perform for their stakeholders, everything from service, products, processes and systems, in order to make sure the entire organisation is fit and effective.
For customers term quality is about performance, features, reliability, conformance, durability, serviceability, aesthetics and perceived quality.
(CQI, 2019)
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During the 1970s, Global business revelation, Deming’s 14-point Business Philosophy has helped turned the table in favour of Japanese businesses. 
Deming’s 14-point philosophy was “Recipes for Total Quality”, which can be applied to any size or types of organisations. The 14-points:
It is clear from Deming’s 14-point philosophy that QUALITY needs to be build into every level of the company, also should be part of everything an organisation does, from customer service, making products to answering telephone enquiries.
According to Dr. W. Edwards Deming, key to organisation success is quality. After World War 2, Deming’s 14-point business philosophy helps lead Japanese businesses to great success. By improving quality, organisations were able to reduce expense, as well as improving productivity and market shares.
Deming’s techniques were applied to some of the Japanese top businesses like: Sony, Fuji and Toyota, these organisations saw great success after applying Deming’s business philosophy. These organisations were much superior to their Global competitors. Deming’s theory has given advantage to Japanese companies, quality of these organisation were much superior than their Global competitors, not only that their cost were much lower too.
As Japanese quality went up, the demand for their products has soared in the Global market, soon other competitors from Europe and USA realized that quality revolution cannot be ignored any longer. World business soon developed an appreciation quality effect on products and price. 
(Deming, 2000, p. 23-24)









8
3.4 Impact on CRM System
Ethics
All organisations especially supermarket has ethical responsibility to represent and provide for all their customer needs. UK is home to people from many different back-ground, UK is more diverse and multi-cultural than ever before. Supermarket is trying to represent everyone; their ethical responsibility is to sell products and service to satisfy everyone, such as halal food for Muslim, vegetable range for vegetarians and environmentally packing for eco-friendly customers. Supermarket use ethics part of their CRM System, by collection and analysing customer data they are able to make decision on customer behaviour, the products customer buy, how often they buy and future requirement. 
Some supermarket have loyalty card scheme, this enable them to monitor customer shopping habit, also customers are encouraged to fill-in questionnaires by giving them prize as incentives. All the information collected by the organisation helps them make future decision as part of their CRM System.  
BBC online reported on 21st March 2018. Customer data collected by clubcard and reward schemes, is a valuable asset for the organisation, company use the information for target advertising. Track movement of customers, retail build a picture of where, what and when they shop.
(BBC, 2018)
The data collected by the companies for their CRM System is sensitive information, containing personal detail, credit card and bank details, therefore companies’ ethical responsibility is to safeguard these highly sensitive details in to secure database.
(Markgraf, 2019)  
Sustainability
Sustainability is part of any organisations CRM System is to help ensure the sustainable continuation of an organisation.
Sustainability issues in CRM strategy and in CRM processes differentiate form other competitors. Sustainability in CRM system helps organisation to increase consumer awareness, maintain long-term profitable customer relationship and sustainability issues attract and retain customer conscious.  
 Sustainability –oriented CRM is integrated the economic, social and environmental, sustainability issues in the core area of CRM. For example service, marketing and sales.
9
Business strategies are currently shaped by both trends (sustainability and CRM). Strategy issues and fundamental values are not always address with in CRM; these are provided by sustainability, which contributes structure and established process.
(Ruhwinkel, 2013)
Quality
Quality is used in part of CRM System by some organisation, like manufacturing sectors, for quality Control; testing throughout the manufacturing process, focus on weak point and corrective measures, monitoring finished products, testing and sampling end products.
(Havlicek, 2019)
Most company has implemented Quality Management System (QMS) part of their CRM. This enables company to manufacture products to International Organisational Standard (ISO), this help company to increase sales to global market.
Quality management are part of CRM, as suppliers are integrated part of the quality system, asses quality from the perspective of customer and consumer.

(Frame and Banes and Edwards, 2001)
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3.5 Organisations CRM System

The researcher has looked in to, two different organisation from different sectors, Marks and Spencer, from retail and Virgin Group from service. 
How these organisation using ethics and sustainability to improve quality of the customer relationship management system?
Mark and Spenser
Ten years ago Marks and Spencer has lunched ethical and ecological commitment, the organisation want to redefine the role of business in society. The commitments were designed to please high number of their customers, who care about environment and their roll in the ethical commitments.
Marks and Spenser successfully honoured their commitment in the past decade. Their commitment of environmental friendly organisation has saved one billion coat hangers. Through Marks and Spencer’s employability scheme, the organisation managed to help over 17,000 people in to employment from disadvantage part of the community.  The organisation has saved £750m from business efficiently throughout.
As part of M & S CRM marketing strategy M & S also make a pledge, making all Mark and Spenser’s packaging recyclable and raise £25m for charities tackling heart disease, cancer, mental health problems and dementia.
(Deighton, 2017)




Mark and Spencer recognized that the world is changing fast, customer are living through a period of technological, social and political change.
For a sustainable business M&S has three pillar plans. 
Plans provide deep social purpose to “anchor” M&S brand for customer. Mark and Spencer’s three pillars for sustainability:
11
Pillar 1
Wellbeing
By 2022 more than 50% of the world food sale will come from healthier products. M&S will offer their customer rewards and incentives when they choose to buy healthier food.
Portion size of M&S Confectionary, ice cream and snacks will contain less than 250 calories.
Pillar 2
Community
M&S aim is to help transform 1,000 communities, through social, environmental and economical benefits.
By 2025 M&S operated stores and office in the UK will have 50% of the space available for community group, charities and local interest group to use.
Staff will provide millions of hour’s work-time for local community volunteering.
Pillar 3
Planet
M&S will become zero waste business by 2025, half of the M&S raw materials will come from verified source, as respecting the integrity of ecosystems.
M&S will only use recyclable packaging by 2025. And work with other organisations to bring change to local government recycles policies.
(M&S, 2019, transformation underway, accessed: 29th March 2019)
M&S believe quality is equally important; therefore their CRM work closely with their supplier to developed innovated quality products that can only be found in Mark and Spenser’s stores. 
Products go through rigorous quality checks, including visit to suppliers’ site to check and test the products.
All suppliers are required to meet range of quality, environmental, social and safety standard.
Mark and Spenser’s, environmental and chemical policies includes, not to use any solid plastic micro-beads into their own brand. 
(M&S, 2019, Products standards, accessed: 29th March 2019)
12
Virgin Group
Virgin Group founder promised to put business ethics on core Virgin bank. Speaking to marketing, Richard Brandon said he will shake up the banking sectors.
During the credit crunch in 2008, banks nearly destroyed the financial world, now the public has lost trust in the sector.
Good business ethics must have public trust, said Branson. With Virgin brand, the organisation try to do what is right ethically, as part of Virgin Group CRM System, the group outlined how the company will switch from profit to caring for people. 
(Smith, 2011, Branson puts ethics at core of Virgin bank plan, accessed: 29th March 2019)
Richard Branson has written a book “Screw business as usual” on how he plans to run the organisation for a truly sustainable business. He mentions in the book that “doing good, really is good for business”.
For a sustainable future Virgin’s vision is to turn capitalism upside down- to shift group values and switch from profit focus to caring for communities, people and planet.
(Virgin.com, 2011, screw business as usual, accessed: 29th March 2019)

Secret of quality, of Virgin group is how the staff of the organisation is being treated; Branson believes if the staffs are treated well, and they are happy at work, they will work harder and better. The quality of service they will provide to the customer will be high, because they are not stress at work. Branson believes the staffs are asset to his organisation; therefore they need to need flexibility and freedom, which will reflect the service they provide to their customer.
“Virgin group gives their employees flexibility hours, which help staff better balance between private life and workplace”.
  (UKessays.com, accessed: 3rd March 2019)
Virgin group do not believe in hierarchy structure, they have flat structure, so they are able to make decision by them self. Virgin go further, Virgin group has never done business as usual; they believe “tried and tested” is not always the best path to success. They always encourage workers not to follow rational procedures, but think of their own ideas.
  (Virgin.com, 2019, what employee wellbeing means to me: Richard Branson,
 Accessed: 29th March 2019)
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3.6 CRM System gap
Marks and Spenser’s ethical responsibility does not go further to close the gap with their suppliers.
Their suppliers from overseas are not meeting their moral duties; staffs are not paid minimum wage, poor working condition and using child labour. The workers have no choice but, left to deal with them self. As M&S is a large organisation and ethical company, they have not used their influence to encourage their suppliers to provide their employees with good working condition, minimum pay and eradicate child labour.
(Butler, 2019, the Guardian, accessed: 29th March 2019)
Virgin group has again left gap in the ethical CRM System, they have not done enough to provide financial assistant to low paid people in UK, who is relaying on payday loan providers for finance, which has much higher interest rate than high street lender.
(Borland, 2019, Sun, accessed: 29th March 2019)

4.0 Conclusion
4.1 Ethic is not only good for business, but also good for society too. A moral responsibility for individual and organisational.
Sustainability help business to grow in a sustainable further development, without compromising further generation needs.
Quality is equally important, as quality make sure that organisation perform for their stakeholders.  And for customers it is about performance, reliability and serviceability.
Impact of CRM System, ethics, sustainability and quality, matters a great deal. An organisation has to cater for the need for all their customers, as well as meeting social, environmental and political needs.
Quality has to meet the fast changing world, of social, technological and political need.

Mark and Spenser has overall good ethical, sustainable and quality policy in place, to meet the need for 21st century. By concentrating on selling healthier food products, serving the community needs and meeting their environmental duties.
14
Virgin group however has a completely different approach dealing with ethical, sustainable and quality. Virgin concentrating on regaining public trust, turn capitalism upside down and treat staff well so the customer on the other side gets a better quality service.
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5.0 Recommendations
5.1 Different organisation has to approach different way towards dealing with their ethical, sustainability and quality policy.
Mark and Spenser need to influence their overseas suppliers to meet their moral duties and pay minimum wage, better working condition and remove child labour, as a large organisation they can use pressure on their supplier to bring change.

Virgin group however noticed their need to be change to capitalism and also need to provide service for low end of the people in UK, who are unable to get finance from high street lenders.













6.0 Apendices

1) Create a constant purpose towards improvement.
2) Adopt the new philosophy.
3) Stop depending on inspections
4) Use a single supplier for any one item.
5) Improve constantly and forever.
6) Use training on the job.
7) Implement leadership.
8) Eliminate fear.
9) Break down barriers between departments.
10) Get rid of unclear slogans.
11) Eliminate management by objectivise.
12) Remove barriers to pride of workmanship.
13) Implement education and self-improvement.
14) Make “transformation” everyone’s job.
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