



Task 3,4 and Recommendation

CRM system in JLP has established who their frequent buyers are and how they shop. According to Buttle (2008) and Bergeron (2002) to achieve revenue of income, it is relevant to focus on the target market, by adapting and fostering behaviours that satisfy customers, such as personalisation. According to research JLP staff are focusing on personal experience for physical shoppers by offering personalised appointments. 

The researcher has evaluated JLP use the loyalty ladder to establish its target market and who are their loyal customers. Payne (2005) suggests that the growth of CRM is successful when data collection is accurate which leads to loyal customers promote the retailer. They have a target market category consists of have high disposable income and older adults. JLP are disengaged with lower levels of the loyalty ladder. The loyalty ladder has worked effectively for JLP as they have captured their target market, however this market will not last indefinitely and JLP will need to re-evaluate their market strategies. 

JLP use Porter’s (1980) Generic differentiation strategy, Allen and Helms (2006) have stated that for organisations to be successful they must use one of Porter’s strategies, to creating and sustaining high performance. Differentiation strategy has been successful, JLP customers are paying premium prices for unique product and services. (John Lewis partnership 2019) 

JLP highly emphasise on pricing and its people on The Marketing Mix. As owners of the business JLP encourage empowerment and responsibility through adequate training and supporting their partners to be innovative. (My5.tv 2019)

Recommendation:
· [bookmark: _GoBack]JLP should attract young adults and millennial as they are the future customers of the business - this will help when mature customers no longer make frequent purchases.
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