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Task 1
Definition of CRM
“CRM is at the centre of the customer experience. It holds literally everything you need to know about the customers, from how they got to your site, to browsing and shopping behaviour. Without a CRM there wouldn’t be any revenue or profit in any business. (Market Week,2018)
“CRM integrates internal processes, functions and external networks to create and deliver value to targeted customers at a profit. It is stranded on high quality customer-related data and enabled by information technology.” (Buttle,2008, p.15.)

Promotion 
JLP advertisement makes customers feel Christmassy. The videos are very crucial touching and emotional which includes families especially children. Their advert has become the nation advert. 
(The Independent,2018) 
JLP offers are found online such as free delivery when spend over £50 or 20% or 30% off on selected items. (Vouchercodes,2019)
Through technology process the information they collect from customer data; they offer discounts via email or post.

Bright and clean store- before opening they make sure that everything is set ready and organised. Ex co-partner of JLP Fiona Oommen said,” every morning is like a military operation”. Staffs are presentable as the products. (MyTV,2019)
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Mckinsey applied to John Lewis
These are the 3 hard elements of Mckinsey’s model for the JLP. These highlight the ways in which business can be aligned to increase effectiveness.
Strategy
[bookmark: _Hlk11098492]Strategy is based on three interdependent objectives – partners, customers, profit – which together will make a successful business.
Development- John Lewis strategy is designed to develop and strengthen their business, whatever the economic environment, building on the qualities that make them different. 
Committed partnership to empower to have a voice in the business and to create a healthy environment that enables an improved contribution from everyone.
[bookmark: _Hlk11098571]Financial- They are financial strategy is to design to ensure that they business is able top maintain investment levels whatever the economic environment. (JohnlewisPartnership,2019)
[bookmark: _Hlk11098530]The business strategy is to ensure the partnerships future success with partners at the centre. 

Structure
[bookmark: _Hlk11098940][bookmark: _Hlk11098974]History- The John Lewis Partnership is the UK’s largest employee owned business. Its legacy is attributed to one man and his lifelong experiment for social justice and business ingenuity. (MyTV,2019)
[bookmark: _Hlk11099048]The organisation structure was to put the happiness of their Partners first; if the partners are happy then they can honour their commitment to offer millions of customers quality products and outstanding service.
[bookmark: _Hlk11099017]They principle of the business is the core values of staffs are partners. They are treated friendly, reading the customers feelings, being the comfort blanket.
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Systems 
[bookmark: _Hlk11099171]The system works from they partners, the energy, commitment and personality they bring to deliver excellent customer relationship management. (JohnLewisPartnership,2019)

[bookmark: _Hlk11099200]IT and Technology system
According to JLP App, customers can browse the product ranges from home, check availability, order online and scan products in store for information and reviews. (JohnLewisPartnership,2019)
Delivery/Returns system
They offer wide range of international delivery. Free for UK when spend over £50 or £7.50 for less than £50. They also do click and collect
They refund money if items are undamaged and unused or in original condition. If customers change the mind about keeping the item, they must return in its original condition with proof.

Security and privacy system
JLP are transparent on who they share they customers data. They sometimes share with third parties such as delivery courier, technicians visiting home etc. (JohnLewisPartnership,2019)
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