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Executive summary: 
This report has been requested by the principal researcher at the research and analysis wing of the aviation research centre. The first part of this report looks at on how ethical trading and sustainability play a part in customer relationship with three airlines. British Airways, Pakistan International Airlines, and Ryanair are the three airline organisations used to carry out this research. The report looks at customers experiences of these three organisations regarding their ethics and sustainability.  This research has shown that ethical trading and a sustainability approach leads to a better relationship between customers and organisations. However, unethical trading and lack of sustainable activities can lead to discontentment from customers and can lead to a relation breakdown. This relation breakdown can affect the image of the company and sometime can lead to a financial cost such as British Airways lost 183million pounds in compensation for the breach of data. The second part of this report looks at three quality theories known as Deming’s theory of quality, Juran’s theory of quality, and Crosby’s cost of quality and how these theories help customer relationship management. This research has shown that each of this quality theory has certain characters that belong to them but overhaul each of these theories are customers focus and believe that quality of products is necessary to compete and gain a bigger market share. Furthermore, these quality theories helped organisation to understand their customers needs better and create long lasting customer relationship. To conclude this research, it became evident that ethical behaviour and sustainability help create a better environment for customers and help build long-term relationship with airline organisations. Each of these three airline organisations must improve their ethical behaviour and learn from their mistakes because unethical trading can create to long -term damage for their reputation and brand. Furthermore, this research has shown that sustainability has become important in recent years and the airline industry is trying to implement changes to accommodate this change of direction. However, more needs to be done to manage sustainability and create awareness about the environmental issues. Finally, recommendations coming out of this report are that each of these airline companies need to learn from each other’s mistakes regarding ethical trading and going forward higher moral values need to observe by the companies in difficult times. Furthermore, ethical trading needs to be at the top of the agenda for all three airlines. Moreover, to reduce the risk to the environment, older aircrafts need to be replaced by newer ones to reduce co2 emissions and airlines need to reduce the number of flights to make sure that all the seats are occupied. More investment needs to be allocated to the greener way of travelling such as biofuel or electric aircrafts. 
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Introduction:
This report has been requested by the Principal researcher at the Research and Analysis Wing of the Aviation Research centre. The aim of this centre is to look at how ethical trading and sustainable resources impact the airline customers and how the quality systems used by different airline companies impact their customers.  To help with this research, the first part of this report will investigate the customer experience of British Airways, Pakistan International Airlines and Ryanair based on their ethical and sustainability policies. The second part of this research will look at three quality models known as Deming’s quality theory, Juran’s quality trilogy, and Cosby’s cost of quality. This research will look at how these theories have help airline organisation improve their customers relationship management. And finally, the third part of this report will consist of a conclusion on the impact of ethical and sustainability policies on the quality of customer management systems for British Airways, Pakistan International Airlines and Ryanair. Furthermore, to conclude this report, recommendations will be given to support the findings of this research and how BA, PIA, and Ryanair can improve their ethical and sustainability policies. 
Part 1: ethical and sustainability
1.1: Ethical
Many people define ethics as doing the “right thing” and ethics consist of a system of moral principles (BBC, 2009). Along the similar lines, ethic is the difference between right and wrong and ethics play a big part in human relationships (Ciulla, 2014). From a personnel point of view, ethics help individuals to make decisions and guide people through life. However, simply defining ethics as a battle between right and wrong can be misleading because what is right for one individual may not be right for another. According to Singer (2011, p11), “ethics take a universal point of view, but this does not mean that a particular ethical judgement must be universally applicable”. For example, some people like Alannah Francis have stopped shopping with Primark after the Rana Plaza accident where over 1000 Primark employees were killed (the Guardian, 2014. This decision was based on their ethical viewpoint; however, Primark remains one of the leading retailers among customers who are looking for cheap price items.  This example does not show necessarily the difference between ethical and unethical customers, but it shows more the ethical dilemma that people must face every day. People have their ethical viewpoints even though others may disagree with them. Ethical customers have many factors that influence their decisions such as political, religious, environmental, social to name a few for choosing a product over another and often they disagree who is right and who is wrong. But overhaul, ethical consumers represents a trend that the corporates cannot ignore anymore, and this has resulted into organizational practices such as branding, cause related marketing and reputational risk management (Harrison et al, 2005). These practices translate into ethical policies that airline companies have put into place to attract and retain customers. 
Example 1: British Airways:
British Airways privacy promise is to protect customers information and keep them secure (British Airways, 2019). But in 2018, over 380000 BA customers have been affected by a data theft and the information stolen included customers email addresses, home addresses and payment card details. Due to this data breach, the airline group market lost over 500 million pounds because the drop in market share (sky news, 2018). Furthermore, the BA customers were not happy the way the situation has been handled and they were disappointed that a worldwide group like BA cannot protect their privacy. Some of the customers did not received an email about the data breach (metro, 2018). Due to this breach, BA were fined 183 million pounds and the information commissioner found that poor security arrangements were at the root of the problem (Ford Rojas, 2019). This resulted in a mistrust from BA customers towards the organisation.
Example 2: Pakistan International Airlines
One of the ethical policies of PIA is to conduct business with honesty and integrity while respect play an important part in their relationships (PIA,2020). But in 2018, following the air crash that killed 97 passengers, PIA has grounded 150 pilots. Investigation showed that some pilots hold a fake license or have cheated in their exams (BBC news, 2018).  A six months ban for the airline from many destinations and a relationship breakdown with customers was the result of this episode. Customers lost their trust in the airline company and felt that PIA was legally and morally responsible for the lost lives. From an ethical point of view, PIA must take responsibility for the accident as it was the organization duty to carry out proper checks before hiring pilots. 
Example 3: Ryanair 
In 2017, due to the fear of a mass walkout by the Ryanair pilots because of their working conditions, the company cancelled 2000 flights, and this affected over 4000 customers. People were stranded abroad without any means and some people had to cancel or change holiday plans. Customers felt let down by the company on the principal of moral values and how the company handle the situation (daily mail, 2017). At time, even compensation cannot resolve all the stress and the bad feeling that customers experience during a relationship breakdown. According to a survey carried out by Which in 2019, the budget airline came last in 100 popular UK brands (BBC news, 2019).
1.2: Sustainability:
Many believe that a sustainable world is the biggest challenge yet (Stoner, Wankel, 2008). To achieve sustainability, the UK government believe that a sustainable development is needed to maximize economy, reduce deficit while protecting wellbeing and environment without compromising the future generations ability to do the same (department for environment, food, and rural affair, 2015). Along the similar lines, Ancell (2019, p7) describes “the sustainability intension is to live off the interest rather than dip into the various capital bases”. A long-term sustainability can be achieved when the three factors such as environmental, social, and economic are put together in the equation. For example, recycling industry has been growing in recent years since people are willing to recycle more because the environmental and social benefits and financially it does not cost consumers any money when recycling. However, everyone knows the benefits of solar panel but due to the cost involve, less people are happy to implement this product. Although one thing is certain that sustainability has taken a big step forward in recent years and plays an important part in customers relationship with a product or brand. Many organisations including the airline industry are aware of these changes in customers behaviour and therefore are investing into sustainable substitute to create loyalty from existing customers and attract new ones. 
Example 1: British Airways 
Single use plastics has become a big talking point over years and customers are more aware of the problem. British Airways has acknowledged their customers viewpoint on single use plastic and BA has decided to eradicate 700 tons from its flights during 2020. BA ‘s customer manager Kate Tanner expressed in an interview that “our customers have told us that they want to see these changes and we’re pleased to have made real strides in our journey to becoming more sustainable” (Independent, 2020). This approach tends to create a perception that the airline organisation is listening to their customers concerns and this often results into loyalty towards the brand. However, Hi Fly is well ahead of BA in term of plastic free flights and the company has already trialed the first plastic free flight in January 2019 and plans to run all the fights free of plastic by the end of 2019 (Telegraph, 2019).
Example 2: Pakistan International Airlines
Scandinavian airlines (SAS) have acknowledged that customers buying behaviour is changing and sustainability has become important to them (business travel,2019). So therefore, the company has decided to stop the sale of duty-free items on boards of its flights. Reducing on board weight will reduce the fuel consumption and the aim for SAS is to reduce the co2 emission by 25% by the end of 2013. SAS will substitute the on board selling of duty free by an online selling of the goods (lonelyplanet,2019). This relationship between the customers and the company has created a positive change for a more sustainable service. However, not many airline organisation have adopted this approach yet and Pakistan International Airlines is one of them. is it because the company does not want to lose money or is it because their customers do not want to see the change? It is difficult to analyze the organizational sustainability achievement due to the lack of data available and the nature of the developing country. A study found that the corporate social responsibility is not embedded yet into the Pakistani airline aviation and it will need to evolve at his own pace (Kemp & Vinke, 2012).
Example 3: Ryanair
Passenger traffic has been growing by approximately 9% since 1960 and this has raised concerns over the impact of aviation over the global climate (Brower et al, 2008). Climate change has become an issue worldwide and carbon dioxide emissions plays a big part in the problem and this affects the environment, society and economics ( Nur Fatihah, Abdul Rahim, 2017). Ryanair has been quite active in highlighting their achievement of co2 emissions and create a monthly report which is accessible by its customers. This creates a form of advertisement for the organisation and can attract new type of customers. Ryanair may achieve these results by having their aircraft fully booked due to the low-cost tariff fair and the fact that new aircraft tend to be more efficient in term of co2 emissions. However, low tariff means more customers and therefore more flights and more co2 emissions. 
To conclude this part of the report, the link between ethical and sustainability is important to create an environment that can maintain high standards and create new policies to incorporate their customers feedback and opinion about certain issues. 
Part 2: Three quality models and customer relationship management.
 According to Pryor, et al (1998, p.2.3), “quality refers to the extent to which processes, products, services, and relationships are free from defects, constraints, and items which do not add value for the customer.” Along the similar lines, Kotler et al (2017, p 231) argue that “quality can be defined as no defects”. Good quality products or services can benefit all stakeholders. For example, a good service will make the customers happy and satisfied and therefore will create a good reputation for the company and could lead to a bigger share of the market. Furthermore, to compete in the business industry and keep up with the changes related to customers or competitors, it is important to have a quality system in place to implement these changes. According to Calingo (1996, p19) “the key to success is an understanding of quality and the ways in which it can be integrated into corporate strategy”.  The idea is to create a brand awareness and loyalty by building long term relationships with the customers.  According to Sahin et al (2012, p 11190) “a brand's success results from being able to sustain the added values by building long-term relationship based on knowledge and experience so that the consumer can interrelate and integrate with the brand and the company”. To build a long-term relationship it is important have a good customer relationship management. The relationship between sellers and buyers has suffered over the years due to the industrial revolution and mass production. A close relationship used to exist before the Industrial Revolution to the point that sellers at time knew their customers’ name, and generally understood their needs. CRM aim is to rectify this problem by focusing on the customer first and to build a long-lasting mutually beneficial relationship ( Chen & Popovich,2003). To understand how quality models/ theories can help airline organisations improve their customer relationship management, let us look at the Deming theory of quality, Juran’s theory of quality and Crosby’s cost of quality.
2.1: Deming’s theory of quality: 
Over the years, quality and quality management have become important for any organisations to enhance their competitive abilities and provide strategic advantages in the marketplace (Anderson et al, p. 19194). However, for many years after the second world war, quality has taken a back seat to allow high productivity, but Deming has seen quality has a way to improve production and reduce cost in the same process. He believed that it a systematic problem and it is the management responsibility to improve the system to allow the employees perform better. According to him, the responsibility lies 80 % with the managers and 20 % with the employees to get a better quality and lower prices to achieve a greater market share. Furthermore, Deming is keen on continuous evaluation and improvement by using the plan, do, check, and act process. the never-ending improvement culture sits at the heart of the process and a long-term perspective is necessary for any organisation. One of the key components of the theory is to have customers at the centre of the decision-making process. This can be done by having different touch points to gather information so the continuous improvement can be done. This touch points can be at the front office such as sale, marketing and customers sale or the back office such as financial department, operation, logistics and human resources. According to Raab et al (2016, p.2), “successful CRM programs allow firms to achieve efficiencies which would not be possible in an environment that does not include an accurate, timely and sustained feedback mechanism necessary to anticipate the future needs and desire of customer”.  For example, customers opinion of British airways was not very good, and they describe the service as” bloody awful”. But Collins Marshall used the Diming’ principles to change British Airways from a transport industry to a customer industry. He introduced the program called “putting people first” where training was given to all the members of the staff on how to deal with customers. A new image of British airway was created from a new uniform to advertising campaigns describing the airlines are “the world's favorite airline”. These changes resulted in turn of profit of 138 million dollars in 2003 compare to 210 million dollars loss the year before (The New York Times, 2012).  With the continuous improvement in mind, by the end of 2019, most of the aircrafts are fitted with the full streaming capability to give comfort to passengers.  Furthermore, BA is using biometric technology at certain airports to speed up the boarding and arrival processes, so their customers do not waste time unnecessarily (British Airways, 2019). Due to the change of philosophy and the continuous improvement, BA has won many awards over the years and in 2019 BA was named airline of the year (Daily Mail, 2019).
2.2: Juran’s theory of quality:
Through quality, firms can gain competitive advantage as well as attracting new customers while retaining the existing one. On the other hand, poor quality can lead to discontented customers and can affect the business long term ( Gulta & Belokar, 2014). Furthermore, the understanding of customers and their needs has become even more relevant and important due to the globalization of many airline organisations. According to Wilder et al (2014, p.446),” Customers are no longer settling for a ‘‘one-size-fits-all’’ service experience”. Juran like Deming put the customers at the centre of their quality models and Juran developed a quality trilogy which consist of quality planning, quality control and quality improvement. The quality planning consists of establishing quality goals and a how to achieve them. In this process, understanding customers and their needs play a vital role to the planning. While quality control consists of maintaining the quality of the products and stop the quality from deteriorating. And finally, quality improvement is a process which allows the product to be improved by different approaches such as repair, refine or renovate. For example, in 2019, 90% of BA aircrafts are connected to Wi-Fi and customers can use this facility on one device only during a flight (British Airways, 2019). The quality planning acknowledged the fact that internet has become a part of everyday life and customers would like to enjoy this service during the journey. Modernizing aircrafts, improving technology and trials of the effectiveness of the product are part of the planning quality steps. While the quality control must make sure that the Wi-Fi operates correctly with minimum of disturbance and the aim is to stop the product from experiencing a pick in its deficiency.   The quality improvement may analyze the data available from the use of the technology and try to make changes to incorporate the findings. One of the improvements going forward could be to make Wi-Fi accessible from more than one device. The aim of Juran’ theory   is to maintain or improve quality continuously.   

2.3: Crosby’s cost of quality: 
Like Juran and Deming, Crosby believes that the focus should be on customer requirement and continuous improvement and never-ending process is required to achieve quality. However, Crosby believes in zero defects and describe quality as a conformance to requirements (Crosby,1979). Along the similar lines, Suarez (1992) argues that “to Crosby quality is either present or not present”. Quality should be measured by tracking the cost of doing things wrong. Furthermore, prevention is key in Crosby’s cost of quality theory and he believed that non quality cost more money to the organisation. “Do it right first time” will only cost at the beginning of the process while poor quality will lead to rework or scrap and therefore will cost more money. The zero-defect is also designed to change the management mindset and to eliminate the idea that quality cost money. Crosby (2005, p.63-64) believed that “making a day of the zero defects commitment provides an emphasis and a memory that will be long lasting”.  According to Crosby, quality management has four absolutes that a business needs to apply to achieve quality and therefore achieve competitive advantage over its rivals.
1: quality is conformance to requirement.
2: the system for causing quality is prevention.
3: the performance standard must be zero defects.
4: the measurement of quality is the price of nonconformance.
When it comes to the airline industry, it is very important to get the service right first time as the first impression may be the last one. With the understanding and awareness of customers now days, quality service can be the difference between competitors. Quality awareness needs to be at the heart of the organisation to maximize profits and reduce costs. For example, British Airways organize a yearly day called “putting people first” like Crosby ‘s day of zero defects to train their staff on how to deal with customers. Furthermore, it allows the organisation to create common goals and moreover, this day allows different sectors of the organisation to communicate with each other and hence to create a better understanding. Along the similar lines, BA’s slogan “world favorite airline “is in line with the zero defects policy as BA will only aiming for the first place when it comes to customers favorite airline service. 
To conclude this part of research, the three quality theories form part of the total quality management and helped the airline organisation like BA improve the quality of their services and the relationship with their customers. The three set of quality theories are centred towards customers and compliment each other to cover the total quality management. Deming’s theory has a statistical approach to quality, while Juran’s theory has a more balanced approach to quality and Crosby’s quality is link to conformance.
Part 3: Conclusions and recommendations:
3.1: conclusions
To conclude this report, ethical and sustainability form an important part of customers relationship with the airline industries. Due to the understanding and awareness of customers now days, it becomes essential for the airline industry to adhere to high values when it comes to dealing with their customers. the research shows that British Airlines, Pakistan International Airlines, and Ryanair have experience difficult relationship with their customers due to some unethical decisions. These unethical practices had financial consequences as well as a bad perception of the brands. Due to the nature of the business, a bad customer experience can lead to bad customer review and it can also lead to bad press review. All three of the companies made headlines on national or even international television as well as in newspapers for their ethical mishaps. This bad review can have long term affects for the companies and gaining the trust of customers back can be difficult process. when it comes to sustainability, British Airways and Ryanair are trying to implement changes to become more sustainable. They are using this sustainability to create a better image for them and to retain or attract new customers. they are using this sustainability as a marketing tool to appeal to the new generation of customers who are more environmentally engaged. However, the study has shown that other airline companies such Hi Fly are ahead of them and more needs to be done from this companies to catch up. When it comes to Pakistan International Airlines, this study shows that more needs to be done when it comes to sustainability and maybe the company may need to take a more proactive role to change the perception of others. perhaps PIA customers may need to be more vocal about this topic to put pressure on the organisation to change their approach. But overhaul, this research has shown that ethics and sustainability are important factors for customer relationship management and organisations need to adhere by them to promote their business. Along with ethics and sustainability, quality theories have helped create an environment where customers are the focus point and customer relationship management become important to understand the needs of their customers. Although these three theories have their own characteristics, but the quality of services is paramount to all of them and these three theories allow organisation to improve and develop continuously to achieve high quality of products. Furthermore, these three theories help the organisation to create a common goal which is quality across all members of the organisation and everyone play a part in creating better services for their customers.
3.2: recommendations 
Ethical recommendations:
From an ethic viewpoint, these three airlines need to make sure that their ethical policies are at top their agenda. They need to learn from each other to improve their customers relationship. When it comes to customers privacy, the airlines need to implement the most robust dada protection technology to make sure that the details of customers remain private. Piracy needs to be taken seriously and more money should be invested to prevent future data theft. Furthermore, promise made to customers must be kept at all cost because customers have put their trust in the organisation and last-minute changes have a massive impact on customers. People plan their holiday or business trip in advance and a last-minute change of plan can be difficult to accommodate for them. Airlines should always have a backup plan in case a situation arise such as pilots’ strike. Furthermore, airlines need to take responsibility and leadership in those situations by making sure that customers are informed and are aware of the next step. Finally, the selection process to hire pilots needs to better and further training needs to be implemented to make sure that the pilots are keeping up with the safety policies.  
Sustainability recommendations: 
· Airline industry must make sure that aircrafts over a certain age are not allowed to be used by any organisation to improve fuel consumption and reduce co2 emissions.  
· Reduce number of flights to make sure that the maximum number of seats are booked each time to reduce co2.
· A compulsory investment into newer technologies such as biofuel and electric aircrafts.
· All airline organisations must use E-commerce to sell duty free inflight and the items should be available for the customers at arrivals.
· Luggage weight allowed per passenger must be reduced to reduce aircraft weight and therefore improve fuel consumption. 
· Customer awareness must be improved about the benefits of travelling with less luggage.
· Single used plastics must be replaced by more environmentally friendly substitutes.
· All airlines must meet certain yearly targets to be able to continue to operate. 
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