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[bookmark: _Toc96617667]1. Introduction
This report aims at the case study of Marks & Spencer (M&S) in terms of its implementation of information systems within the business for making the organisational progress in a positive manner. The report shall first be explaining the different benefits M&S achieved by using the information system and then a specific information system shall be discussed that is applied in M&S. After that the ways by which the IS system helps M&S at achieving competitive advantage by applying different fireworks shall be done and then the challenges M&S faces at implementing the ERP system will be highlighted. Lastly, a plan shall be prepared for M&S at implementing the new ERP system in the business.
[bookmark: _Toc96617668]2. Explain how M&S benefits from using information systems
Implementation of an appropriate information system tends to be a key requirement within the present technology driven as well as competitive era within the business processes. The information system mostly helps to manage, direct, interrelate the data, observe and also support the process of decision making in the company. With the presence of constant evolution and change for the preferences of the customers, M&S is able to implement new innovative methods for surviving the market along with functioning according to the demands of the customers (Stair & Reynolds, 2020). Following are some of the benefits which M&S gets with the help of using the information system in the business.
Information Storage - Keeping the log for different activities within the company tends to be crucial for every business for analysing the reasons for their issues and for providing the necessary solutions for them. Implementation of the information system within M&S makes it simple for storing all the operational data, documents, revision of histories and also records of communications. Also, the storing of different data manually generally requires a lot of money and time. Hence use of the information system helps to store data in the database making it a simple process.
Behavioural Change - The use of information systems could be effectively applied for helping the process of communication between the employees and employers within the M&S organisation. The information systems generally work better as they store files and documents in the folders that could be shared and accessed by different employees. This also helps M&S at ensuring for overseeing the flow of different information between the lower-level employees as well as the management (Berdik, et al., 2021).
New Products and Services - The businesses that are observed to be striving for enhancing the business processes and get a strong hold for their future always tend to implement Information systems in the company. The use of IS generally helps M&S at evaluating all the independent processes of the company and also helps with the organised way of doing activities. Therefore, the information system generally entitles the organisation to understand how the company is able to develop, gather and also sell its products and services to the customers.
Simplified Decision Making - Using a different information system within M&S generally eases the overall process of decision making in the company along with simplifying the overall process to deliver the necessary information and thus assist at taking better decisions in the company instantly (Love & Matthews, 2019).
[bookmark: _Toc96617669]3. Choose one of the information systems implemented by M&S and describe the input, processing and output of such a system
One of the most important information systems that are implemented within M&S is ICOS. ICOS or Integrated Customer Ordering System tends to be such an information system application that is specifically used by the employees at M&S for completing different functions of the store. This information system generally comprises different data for all their products such as clothing, food, homeware and many more. Each product for M&S tends to have a unique identification code that is called the UPC number that is mostly used for ordering.
ICOS mainly helps the employees at M&S by providing hassle free information to their customers along with helping to take any quick orders that help to save time for both the customers and the employees. This system also tends to play a crucial role in uplifting the loyalty of the customers. The use of ICOS has been proved to be quite a boon for the business. It has helped in replacing the old fashion ordering system with the help of telephone or fax all across their unit that involves manual entering of different data (Kunath & Winkler, 2018). Moreover, the old processes also tend to be highly time consuming in nature and prone to too many errors. Also, the new system of order is effective at providing higher customer services, where more numbers of the customers have been handled with the help of quicker response to different queries of the customers, faster processing the orders and also gaining ac train competitive advantage in all the existing outlets of M&S, thus also helping at replacing top quality services to their customers.
Considering the output related to this information system, it is noted that the sales and advancements for such a system have gained a higher recognition among three competitors. The customers tend to feel extensively satisfied with the quick processing of orders, whether it be in home or store delivery. Marks and Spencer’s has also evaluated the utilisation of their maximum available resources as well as the importance of gaining a competitive advantage. With the help of implementing ICOS, it helped all in the company from the employees to the employers.
Further evaluating the input related to this information system it is noticed that the sharing of different data of the company all across the units of M&S have helped in making the work easily accessible and manageable in an efficient and effective manner. M&S also noticed to be focusing towards the research and development of expanding their business that tends to be a key notion of practising since the information system has mostly made them free from different hassles of the business (Wong & Wei, 2018). Now the business is able to tactfully look forward towards expanding their business. Moreover, the investments in the company are also noticed to have turned out at raising huge profits in the company that leads to the increase in productivity along with reducing the costs of the company. ICOS has also proved the information system to be giving the new heights within the organisation analysing with achieving the ultimate transformation related to the quality of the products. Also, the investments that have been made within the company are observed to have raised a huge amount of profit from such systems and thus such transformation is focused on attempting a unique organisational approach and working scenario.
[bookmark: _Toc96617670]4. In what ways do the IS / IT systems used by M&S help them to achieve a competitive advantage? 
Information systems within an organisation could mostly be utilised for achieving competitive advantages. presently within M&S, it has been observed that funds have been allocated within it for the purpose of increasing efficiency. The use of information systems within M&S mostly aids the organisation with competing with other different competitors with the help of maintaining lower costs focusing on the needs of the market differentiating their services or products increasing the market with higher competition and also strengthening the ties of the business with their suppliers and customers. Such competition within the Global scale is just not meant for a single industry but is applicable for others as well. 
Using the information system within M&S for achieving competitive advantage could be significantly described with the help of applying Porter's generic strategy model for the competitive forces model. This model mostly provides the general view of the firm, its competitors and the firm's environment. Traditional competitors in this case are the organisations producing similar services and products within the market whereas the new market entrance tends to be the organisations that enter within the business industry by making sure their quality of products is able to compete with the existing ones (Mahdi, et al., 2019). The appropriate application of Porter's generic strategy with respect to using information systems to achieve competitive advantage by Marks and Spencer’s has been discussed thoroughly below.
Cost Leadership Strategy - Cost leadership strategy generally involves the business gaining a certain competitive advantage with the help of lowering its cost. Marks and Spencer’s are observed to be applying cost leadership as their main generic strategy within different consumer markets. The primary focus, in this case, is preserving the market leadership position with the help of effective management of the value chain and it allows Marks and Spencer’s to expand their share of the market by targeting different middle-class consumers that make up the largest consumer proportion within the marketing mix of most of the countries. By applying this strategy, Marks and Spencer’s achieve different benefits in the business such as gaining a quick recognition of the brand, encouraging the consumption as well as achieving the target of sales with the help of emphasising the affordability as well as the accessibility of the products and also by expanding the base of their customers. 
Differentiation Strategy - Differentiation tends to be another ki competitive advantage strategy that is generally used for building a certain competitive advantage within the market of the company. e marks and Spencer’s is generally using the differentiation strategy by combining with the cost leadership strategy for achieving the necessary growth in their objectives. Moreover, Marks and Spencer’s adopt differentiation as their secondary generic strategy which helps the business at expanding their base of customers by emphasising the unique features of their products and services. Also, the strategic objective of applying this competitive advantage strategy is for differentiating the embedding aspects of innovation as well as addressing the growing concerns of the consumers towards their health (Li, et al., 2019). Moreover, the organisation is also observed to be offering a wide variety of flavours to their customers for matching the unique needs of taste and also uses the innovation as per their tool for offering the “differentiated augmented services” for delighting their customers and increasing their preferences towards the brand.
Focus Strategy - This is another strategy of the generic Framework which mainly memes on encouraging the organisations towards concentrating towards the resources by expanding them narrowly for different business segments targeted. Marks and Spencer’s adopts the focus strategy with respect to lowering their cost as well as offering the best value to their customers. the implementation of a low-cost focus strategy that is used by Marks and Spencer’s to solve the requirement of the Manish Market segment in terms of the lowest price possible. also, with the help of focusing on different attributes of the products and services marks and Spencer’s is able to revise their branding strategy and also involve continuous changes within the designing of the product as well as packaging them for satisfying the psychological Expectations of their customers and also maximising the overall money value for the business as well as the consumers.
Hence it can be said that Marks and Spencer’s have adopted the combination of all the three different strategies in terms of implementing the information system as well for handling all their competitive pressures. The expansion in the customer base, as well as the sales growth objectives, are generally obtained with the help of focusing on the appropriate strategies of intensive growth that are based on all the three strategies discussed above. 
[bookmark: _Toc96617671]5. Explain what the key challenges are for M&S in implementing a new enterprise resource planning system. How can they overcome these challenges? 
An enterprise resources planning system has improved the productivity of the business and increased efficiency with the help of automating processes. It has provided a centralised source of data for every team of Marks and Spencer. The implementation of an ERP system is very complex along with challenging since it has affected the people and business processes in the workplace. ERP system is software that has given proper support to the functions of the business. This software has provided a central database for the company by connecting different groups with a single source of information that has been accessed by everyone. The implementation of an ERP system has involved technology along with people. Marks and Spencer has faced people-related challenges like resistance to change and technical obstacles. The challenges for Marks and Spencer in implementing a new enterprise resource planning has been mentioned below. 
Project management - The implementation of ERP has entailed different phases like design development, data migration, testing, deployment, support and post-launch updates. Every face is bringing critical tasks and it is very important for all the elements to stay on track. It requires meticulous project management. Successful implementation of the ERP system has required strong participation from all the groups that are involved in developing and using the system. It is very challenging for Marks and Spencer since every department is juggling they are ERP project responsibilities with other priorities (Oracle Netsuite, 2020). 
Project planning - Marks and Spencer can underestimate the budget along with time and both of them are very important for a successful implementation of the ERP system. The most common cause of budget overrun is scope creep where the business is adding multiple features is the capability to the system that is not part of the original plan. 
Data integration - The main advantage of the ERP system is that it has provided a single and accurate source of information for the organisation. The important step in the implementation process of the ERP system is the data migration that has involved moving data from different systems into the ERP database (Invoicera, 2021). It is significant for Marks and Spencer to find out all the data but it is highly challenging. The information can be spread far and wide across the company and it is buried in the accounting system, spreadsheets, paper and department-specific applications. 
Data quality - When M&S has located every data source, it has started to think about the migration to the system of ERP. It has involved serious data hygiene exercise scenes different departments of Marks and Spencer has interacted with the same customers, orders and products. In this case, the company has duplicate versions of the same information in their database. This information has been stored in various formats. It can be inconsistencies such as addresses or name spellings for some information that is inaccurate (Yourshortlist, 2018). 
Change management - The system of ERP has involved more than just switching to a new software of Marks and Spencer. It indicates to overhaul the business processes for taking full advantage of the productivity as well as efficiency as much as possible with the new solution. It requires a shift in the mindset and the change in the work processes of every day for the employees. It has highlighted typical change management challenges. 
High cost - The projects of ERP are infamous to sail the previous budgets after the implementation to kick off. Marks and Spencer has underestimated the amount of work that is required to move into a new business system. It has resulted to spend more money as per the expectation level. These cost overruns can show up in various areas (Wisdomplexus, 2020). 
Continuous improvement - The implementation of an ERP system is not one of effort that is ending when the new system is going alive. The solution has continued to evolve and give proper support to the demands and technology of the new business. The project team has been required to continue managing the project after deployment and it fixes the issues for supporting the new requirements when they are coming into the retail business. 
However, these challenges can be mitigated with the help of different techniques. To overcome the challenge of project management, it is very important for Marks and Spencer to develop the strong project and people management. It has included setting realistic expectations and milestones. Two-way communication is very important for this challenge to achieve success. Saints that change management is backing from the executive suites and other top leaders are very important to conquer this challenge. It is very significant for the organisation to develop a clear and realistic plan from the start and it will help Marks and Spencer to avoid the project planning issues. A realistic project plan that will acknowledge possible speed bumps and cause cost overruns and address them in advance will simplify the decision-making system and maintain a proper track of the project. To overcome the data integration system, well-planned data migration will help to keep the entire implementation project of the ERP system on time. It will be an opportunity to know about redundant and obsolete data that will lurk in the older systems of Marks and Spencer (Ramco, 2011). 
The organisation needs to ensure the quality of data will become a sizable project on its own and it has involved to validate the information and clean out duplicates and it will add missing values before migrating data to the ERP system. The new data will be tested before going live with the system of ERP. It needs to ensure that the team will understand the importance of cleaning up data and assign the responsibility to continue. For example, the accounting team will handle the financial information and the customer service group will clean up the data of customers in Marks and Spencer. To overcome the challenge of change management, it is very significant for the organisation for resistance to change and get buy-in from stakeholders and leadership across different departments which is very early in the implementation process and it will be very important for a successful implementation. It is required to communicate the features and advantages of the new ERP to all the stakeholders throughout the implementation process is especially users on the front lines. The company needs to ensure that all the users will receive comprehensive training and support to help smooth their paths to adopt the new system of change. 
[bookmark: _Toc96617672]6. Prepare a plan including the steps M&S should take to implement a new ERP system
It will highlight a plan where different steps will be implemented for a new ERP system.
Identify the goals and objectives - Before implementing an ERP system, it is very important that the organisation can identify the objectives and determine what exactly they are wanting. It is important to find different ways in which an ERP system has helped to achieve them. It is very significant to analyse the key performance indicators that can help to identify the problems that the ERP software will help to solve. 
Choose a project manager to implement an ERP system - Marks and Spencer need to find a capable project manager who can ensure that the implementation process is going very smoothly. A professional with the correct expertise and experience will guide the employees with the help of the process and it is not only ensuring that they can make a clear understanding of their importance and impact that will have on the organisation but it will explain their responsibilities (Sentrien, 2021). 
Find the appropriate ERP software for the needs of the business - It is very important to find the appropriate ERP software for the needs and it will be an important step that they can take since not every ERP solution will bring the same benefits. The organisation is working perfectly for someone to find out the best solution for the specific business requirements. 
Data migration - It will be an important step for implementing ERP software successfully. It will help Marks and Spencer to streamline their operations and increase their performance in the retail industry. 
Configuration of the system - After finding the appropriate ERP software, it will be very important to launch the system and implement the ERP solution. It will be very significant to configure the ERP system and optimise it for the requirements of the business. 
Test the system - After the configuration process of the system, it will be significant to move into a testing phase to ensure that everything is working appropriately. Testing is an important part of the implementation process since it will give a clear insight into the performance of the system and it will help to make a smooth transition (Levius, et al., 2018). 
Give proper training to the employees - It will be important to train the employees. So they are able to use the new system very efficiently and effectively. The organisation should hire a team of experts to provide the relevant onsite ERP employee training and help all the employees to make a clear understanding and they will become proficient with the software. The information technology team of Marks and Spencer will provide mode extensive training. So they will be able to handle the technical issues that will occur in the upcoming future. 
Go live with the new ERP system - It will be the appropriate time to go live and start coordinating with their activities and resources. It will streamline the operations of the business. 
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Source: Author
It is the timeline of the planning and it has been highlighted that the entire project will be finished within 8 weeks. 
[bookmark: _Toc96617673]7. Conclusion
Marks and Spencer have used information systems to improve their performance in the retail industry and provide the products according to the expectation levels of the customers. Information system has increased the efficiency of the employees and they can give their best efforts to achieve the objectives of the business by following the recent trends of the retail industry. It has helped them to gain a competitive advantage and at a competitive price in front of the competitors. The ERP system has been implemented by Marks and Spencer for making continuous improvement of the business and fixing the issues very easily. However, the company has faced lots of difficulties to implement the system and it has provided different ways to overcome the difficulties.
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