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Introduction
The objective of this report is to explain the information management and information technology system adopted by Marks and Spencer in2020.The main Purpose of this report is to explain how Marks &Spencer benefited from using IS/IT Systems. As part of its five-year transformation plan, M&S has today announced a new Technology Transformation Programme that will enable it to become a digital-first business and deliver an improvement in customer experience. It is designed to create a more agile, faster and commercial Technology function that will work with the business to deliver growth.
This report focuses on one of the information systems implemented by Marks & Spencer and describes the inputs, processes, and outputs of that system. For a company's financial success, deriving strategic opportunities from IS technology can reduce costs, expand operations without hiring professional staff, run machines more efficiently, or make them more cost-effective. That is very important (Stenmark, 2012). I am going to discuss about Porter's five powers to achieve competitive advantage and how M & S can use IS / IT systems to achieve competitive advantage. Enterprise Resource Planning (ERP) has established itself as a tool that facilitates the flow of information and enables the exchange of information between various business partners. This report is dedicated to discussing enterprise resource planning, its origins, implementation, its importance in Marks & Spencer, and the various challenges associated with its implementation (Shahnur, 2021).Top of FormBottom of Form
At the end of this report, we have to prepare a Plan which includes steps which are required by M &S to implement a new ERP System with appropriate timeframe.


Overview of the Organization
Marks and Spencer PLC (M&S) is a large British retailer that specializes in clothing and food. The company's headquarters are located in the city of London. The company was founded in 1884, specialized in the manufacture of its own-label products (Grayson, 2011). All of the company's operating segments are headquartered in the United Kingdom, including UK Clothing and Home, UK Food, International, and Ocado. More than 70,000 people are employed by the company in its stores, service centres, warehouses, and supply chain. Every year, the company serves around 30 million customers through 1,509 physical locations and 100 online. 
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Figure 1: M&S logo
Information System within the organization
The ability of a retailer to successfully utilize information systems, which include both hardware and software, in a dynamic marketplace is crucial to the success of the business (Stenmark, 2012). They can aid with a variety of tasks including planning, inventory control, budget management, sales objectives, point of sale transactions, and logistics, to name a few.
Earlier this year, Marks & Spencer announced the commencement of a Technology Transformation Program to improve the organization's management and customer experience (Grayson, 2011). The program's goal is to transform the business paradigm into one that is more adaptable, flexible, and efficient. One of the goals of the Technology Transformation Program is to reduce annual savings by C.£30 million while also implementing a more customer-centric approach to information technology (IT) services. As part of its overall development strategy, M&S formalized the M&S Information Management & Archiving Policy and Standards in 2020, to advance the company's overall development.


Benefits of using Information System
To remain competitive, retail organizations must be adaptable, innovative, and efficient in their operations. M&S must make investments in information technology that will provide it with a competitive advantage over its competitors if it is to be successful in the market. Following are the benefits that Marks and Spencer enjoy by deploying information technology in its management system-
· Reducing inventory cost: Inventory control systems are becoming increasingly important in today's retail market, particularly for small and medium-sized enterprises (Bluemtritt, 2019). This method makes it simple to figure out exactly what goods are in stock and how many have been sold in each period. As soon as a product is sold or moved from one location to another, such as from a warehouse to a retail store, the database is updated quickly. To track M&S data, several real-time data analysis technologies are also available (Kosakowski, 2019).
· Improving the level of customer satisfaction: Customer service representatives must be able to notify customers whether an item is currently in stock to offer them correct inventory information. Keeping a customer waiting while they browse through the warehouse or call the warehouse's phone number is not something a business wants to do. By using an electronic inventory system, M&S can respond to consumer inquiries with just a few keystrokes, saving time and enhancing efficiency. If it has a high number of locations, it may additionally choose to check the inventory at each of those locations individually as well.
· Forecasting: More precise and calculated projections of future demand are produced by systematic statistical forecasting than are produced by manual statistical forecasting on their own (Kosakowski, 2019). A single database stores all the company's sales data, predictions, and orders for the foreseeable future making retrieval simple. Having this knowledge at M&S’s disposal makes it possible to make more accurate predictions in the future.

Information System implemented by M&S
Workers at M&S employ an information system program called ICOS, i.e., integrated customer ordering services, which they use to perform a variety of tasks on the factory floor. This database offers information on a wide range of topics, including food, apparel, and household products. This process is triggered when a consumer requests a certain product, such as a television, but that product is either unavailable, requires special ordering, or is not featured in the store (Whalen, 2011).
Input: Because each user or employee is assigned a unique ID or access code, as well as a password, ICOS is exceptionally safe, as it prohibits unwanted access. The agent usually inputs the product code into the system and displays all relevant information to the consumer, including product specifications, availability, and pricing, so that the customer can make an informed decision. Customers' names and addresses can be saved in a toolbar on the agent's desk, which is accessible from the customer service desk. In addition, the system recommends that the delivery time be extended to any day of the week if possible (Whalen, 2011). The consumer specifies their requirements to the representative, and the representative selects the most appropriate solution for them. A printed receipt is supplied to the customer once all their information is complete and their payment has been approved.
Processing: On any given day, all the orders that were placed are recorded in the system, and they can be accessed in bulk or broken down by product category if desired. After entering their ID and clicking on reports, an agent or management member will have access to daily sales and order totals for the organization. The information is easily available and can be accessed immediately. When requesting a report on the number of televisions sold, customers might optionally specify that they want a separate report on that figure. Using this technique, it is possible to receive a summary of the day's or a certain time period’s report. M&S store agents can do a display search or an update search using the toolbar to find out if a specific product is available or on display in any other M&S stores across the country. It is practical because, as previously indicated, all stores are networked, and each store has access to product data from all the other stores in the network, making it possible to share information between stores (Grayson, 2011).
Output: ICOS had a strong positive influence on the organizations that participated in the program. Through the implementation of this ordering system, the company was able to achieve high levels of customer service while also improving client handling, responding to customer inquiries faster, processing orders faster, and developing a competitive advantage (Whalen, 2011). For providing the best possible service to its consumers, Marks & Spencer has developed an integrated Customer Ordering System. It was further able to maintain its position in the corporate sector by concentrating on a strategy of selling items exclusively. Customers appreciate how simple it is to place their orders, whether in-store or via home delivery, and how quickly their orders arrive. The need of gaining a competitive edge and optimizing the utilization of existing resources was recognized by Marks & Spencer to be successful in their commercial ventures. With the creation of ICOS, everyone benefited from the system.
Competitive Analysis Framework   
With a number of critical components that provide it with an advantage over its competitors, Marks Spencer has developed its competitive posture in order to stay one step ahead of its opponents. In order to understand Marks Spencer's efforts to gain a competitive edge, the five forces models created by Michael Porter might be utilized
. [image: ]
Figure 1:  Porters five forces Analysis ( Krish,2012)
· Rivalry: There is a great deal of competition in the retail industry. Given the fact that M&S delivers more than just food, the company is particularly exposed to price and product differentiation. It is as a result that supermarkets such as Tesco, Asda, Topshop, Zara, and John Lewis, are all waging a campaign to combat it.
· Substitutes: Aside from food and clothing, there are just two items that cannot be substituted. As a result, there is little danger in swapping these two components. Food and garments from Marks & Spencer are comparable to things available elsewhere. John Lewis & Co. and Peter Jones are well-known for their high-quality clothing, while Waitrose is likely the closest competitor in the food sector.
· New entrants: In the absence of new competitors, there is little danger of market share being lost. This is due to the fact that the initial financial inputs required to establish a successful network of businesses are substantial. It is particularly tough for newcomers to get into the food and textile businesses since they demand something unique in order to be successful in these areas.
· Buyer’s Power: It is reasonable to charge switching fees, and there are numerous options available. According to forecasts, firms in the United Kingdom would decrease their prices and devote more resources to addressing the requirements of their customers if the economy continues to deteriorate. With IT those forces may be managed and monitored, that may emerge as a massive component in preserving enterprise characteristics. For example, with technology-enabled systems, buy orders can be automated, vendor choice may be faster, and stock control may be automated.
· Supplier’s Power: Because of the retailer's vast customer base and public listing, it is vital for suppliers to get their products on the shelves of M&S as quickly as possible. The fact that M&S sells primarily its own-brand products means that the company is less reliant on suppliers than other retailers in this regard.
There are four general strategies for managing competitiveness, often made possible by the use of information technology and systems.
1. Low-Cost Leadership: Marks & Spencer is a retailer based in the United Kingdom. Utilize the information system to obtain the lowest possible operating costs and price. A supply chain management system, for example, can include an effective customer response system that connects consumer behaviour to distribution, production, and supply chains, lowering inventory and distribution costs.
2. Product differentiation: Use information systems to enable new products and services or to drastically alter the customer experience with existing ones. Land's End, for example, uses mass customisation to provide personally personalised products or services utilising the same manufacturing capabilities as mass production, making items to individual clients' needs.
3. Focus on market niche: Use information systems to focus on a specific market and better serve a narrower target market than your competitors. Information systems support this strategy by generating and analysing data on fine-tuned sales and marketing methods. M & S uses a customer information system with detailed data about active customers to provide customized services and pay additional privileges and attention to profitable customers.
4. Strengthen customer and supplier intimacy: Use information systems to fix linkages with suppliers and cultivate closeness with clients. Imprints and Spencer's motivations information structures to work with direct access from suppliers to creation designs, and even permits suppliers to pick how and when to ship suppliers to Marks and spencer's stockrooms. This licenses suppliers more lead time in making stock. Strong linkages to clients and suppliers increase trading costs (the cost of changing from one thing to a battling thing) and relentlessness to your firm.
Challenges in implementing Enterprise Resource Planning (ERP) system
Enterprise resource planning (ERP) deployment is a multi-step process that involves re-engineering business processes, configuring software, moving the organization's data, and training users on how to utilize the system. It is common for it to take a few months, but for huge organizations, it could take as long as a year (Monk, 2012). 
· Project Management: The administration of a project is referred to as project management. ERP implementations are divided into phases that include, among other things, discovery and planning, design, programming, data transfer, testing, deployment, and post-implementation modifications. In each phase, there is a unique collection of vital duties that must be managed with care throughout the project's existence. It is crucial that all stakeholders involved in the project participate in order to ensure the success of the ERP installation, otherwise, the project management becomes inefficient.
· Data Integration: An important advantage of enterprise resource planning is the ability to have a single, accurate source of data for the entire firm. This stage is critical in the ERP installation process since it involves the transfer of data from old systems to the new ERP database. It is necessary, however, that M&S first locates all its pertinent information (Wagner, 2012). If this proves to be more difficult than anticipated, M&S should be prepared to get discouraged as a result of it. There are many different types of systems that can be used to store this information, which can be found in many different locations throughout the company. Accounting systems, department-specific software, spreadsheets, and even paper files can all be used to store this information.
· Change Management: Transitioning from one position to another requires management. An ERP implementation is more than just a change in the software setup; it is a transformational experience. The increased efficiency and productivity that result from the new solution frequently entail the reorganization of existing business processes at M&S (Monk, 2012). A shift in thinking and reorganization of typical job operations are the outcome for many people, posing the usual issues connected with change management in their personal and professional life.
· Cost Overrun: In addition to increased expenses, once work on an ERP implementation gets began, it has a track record of exceeding budgets. M&S usually underestimate the amount of time and money they will need to invest in the process of transitioning to a new business system or system of record. It is not uncommon for cost overruns to manifest themselves in a variety of areas during a project's lifespan (Moon, 2017). The use of third-party consultants or the services of a software vendor's support staff is usually when an organization's internal resources have been depleted. If the solution must be considerably adjusted in order to fit the specific needs of the firm, this is very important.
Recommendations to overcome the Challenges
Some ways through which EPR challenges can be overcome are given below:
· Big Bang Approach: Considering the case of a business process that is introduced at the same time as all other business processes, this results in significant time and money savings. It is necessary to have a flexible corporate culture, as well as a readiness to accept and implement change, in order to achieve this (Davies, 2019). The leadership of business function owners/champions who understand the impact of change throughout the company and can make decisions based on this understanding is essential to the success of organizational change initiatives. The importance of keeping in mind that this strategy presents several significant hurdles for any company that chooses to pursue it cannot be overstated. Generally speaking, clients are either resistant to technology changes or are unable to keep pace with them (Soni, 2013). The development of a negative attitude toward the system is relatively straightforward when individuals are provided with insufficient or wrong information.
· Phased Approach: An incremental approach, in which fewer business functions are deployed at a time, allows for more rapid implementation of the overall strategy. Since this technique is more time demanding, the deployment process will likely take longer, and it will necessitate a large investment in data conversion as well as the phase-out of other outmoded systems (Spedding, 2014). Users' acceptance and training possibilities are greatly expanded when adopting phased approaches, owing to the progressive nature of the system's transformation. When the complexity of M&S makes it difficult to introduce a new product on a big scale, employing this method may be an effective answer. Initial integrations of fundamental retail modules, such as merchandising management, finance systems, and price-and-promotion management, were made early in the deployment phase. In the following stage, modules such as sales audits, data warehouses, forecasting and planning, and other comparable tools were implemented.
Implementing a new EPR system 
In most cases, enterprise resource planning (ERP) programs are separated into six stages, each with its own set of goals. Since each business is unique, the stages may differ slightly from one another (Rao, 2020). The six phases of the ERP lifecycle that are followed at Marks and Spencer’s are given below-
· Discovering and Planning: This process comprises the investigation and selection of a system, the formation of a project team, the formulation of comprehensive system requirements, and other activities such as testing the system. In addition to creating the project's timetable and objective dates, the project team is responsible for ensuring that sufficient personnel is assigned, making product and design decisions, and supervising the daily operations of the project management team. The ERP project team of M&S is made up of an executive sponsor, a project manager, and representatives from the many departments that will be implementing the new software.

· Design: It is during this phase of the ERP system design process that specific requirements are identified, as well as an awareness of existing procedures and processes. Changes should be made to workflows and other business processes that make use of the system in order to make use of its capabilities. To aid in the design process, it is recommended that people with prior experience in existing business processes be brought on board. Individuals who were part of the design and development of a new system at M&S have increased propensity to adopt and use the resources (Shehab, 2014).
· Development: As soon as the design specifications have been established, the development process can begin quickly after that. It is necessary to configure and customize adaptive software in order to satisfy the specific requirements of the updated operations (Mabert, 2013). Integration attempts with any existing business applications that will not be replaced by the ERP system may fall into this category, as well. Data migration strategies must also be developed at M&S, which can be complicated because they involve the collection of data from several systems in different formats and contain duplicate or inconsistent information, as well as the translation and loading of that data.
· Testing: When testing and developing at the same time, it is possible to save time. At M&S, the project team conducts tests on certain modules and features, they would likely use the results to make repairs or adjustments as a result of their findings. Another approach is to use it to review one ERP module while another is being produced, which is a common practice (Moon, 2017). After that, a full examination of the system's complete capabilities should be carried out, and personnel should be able to use the system for all their regular job functions. At this stage, the migrated data should be tested, and end-user training should be made available to those who will be using the system.
· Deployment: M&S has to put in a significant amount of effort and time to get to this stage. Even after its best efforts to educate them about the change, there may be a lot of moving components and employees who are befuddled by the process. Plan ahead of time to deal with any hurdles that may occur. If customers face any difficulty in knowing the system, the project staff should be available to assist them in understanding it. If M&S collaborates with an experienced implementation partner, it should have little difficulty resolving a problem. Likely, the anticipated increases in production will not be achieved for a significant period (Davies, 2019).
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Figure 3: EPR implementation steps

· Support: It is much easier to maintain the pleasure of the ERP users as well as to ensure that the organization achieves the benefits it anticipates when the company has an efficient post-implementation maintenance process in place. As the project moves into this phase, the major focus will shift from building and implementing new business processes to listening to and responding to client feedback while also suitably modernizing the ERP system (Davies, 2019). It is probable that more development and setup will be required as new features are incorporated into the system at M&S. Training new employees that join the firm will also be required in order for them to be successful in their roles.



Table 1: Time Schedule
	Steps
	Timeline

	Discovery and Planning
	1-2 months

	Design
	1.5 months

	Development
	3 months 

	Testing
	2 weeks

	Deployment
	15 days

	Support
	1 month














Conclusion

It is important to note that information management and information systems are a means, not an end of the process. Both are powerful tools in the hands of management and, when used properly, can make a dramatic difference in how an organization operates and achieves its goals. Proper use of information systems benefits both the organization and its employees and their stakeholders. However, if used incorrectly, it can waste a great deal of time, effort, and money. Best D.P. (1988).
 The ICOS System implemented by Marks & Spencer’s help its employees to provide hassle free information to the customers. It also helps customers taking quick orders which helps to save time. It has played important role in uplifting customer loyalty. The ERP applications in Marks & Spencer’s help in self-aware by linking information about the production, finance and distribution. 
 In an earlier portion of this chapter, we addressed how important it is to develop a personal game plan for improving IS/IT in Marks & Spencer’s. The information system of an organization, as well as the processes through which data is managed and delivered, are critical components of the research. In an organization, it has been researched how to improve information management, how to put improvement plans into action, and how to leverage technology to do so. When it came to securing their personal information when using the internet, both customers and staff benefitted from the usage of user-friendly forms and applications. The usage of software will make the process of managing and gaining access to data considerably easier. By adopting an ERP system at M&S that has been thoroughly tested and confirmed to be dependable, information can be maintained in a consistent and integrated manner.
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1. Discovery and planning. A cross-functional

project team gathers input about different

business groups’ requirements and the issues

that the ERP system needs to solve.

2. Design. Analyze existing workflows,
how you'll customize the software and
how to migrate data to the new system.

3. Development. Configure the software
to business requirements performance,
prepare training materials and
documentation, and begin to import data.

6. Support. The project team ensures
that users have the support they need,
and continues to upgrade the system
and fix problems as needed.

5. Deployment. After
ccompleting configuration, data
migration and testing, go live!

4. Testing. Progressively test the
functions of the system and
fine-tune development to address
any problems that emerge.
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