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[bookmark: _MV3TD_PT8H00M00S_5]What is a SWOT analysis?

A SWOT analysis is a tool an organisation can use to help identify its internal strengths and weaknesses, and its external opportunities and threats (Mindtools). 


Never Knowingly Undersold
I have looked at Never Knowingly Undersold from all different perspectives of a SWOT and believe that from an organisatinol point of view, Never Knowingly Undersold is a weakness for John Lewis in the economic climate at this time. 
[bookmark: BRANCH_1][bookmark: _Toc4400067][bookmark: _MV3BS_1]Strength
[bookmark: _MV3TD_PT8H00M00S_8][bookmark: BRANCH_2][bookmark: _Toc4400068][bookmark: _MV3BS_2]Customer service
[bookmark: _MV3TD_PT8H00M00S_11]According to Willmott (2019) cited by Plummer (2019) John Lewis puts customer service above profits, John Lewis has recently rebranded and is shifting their focus away from price and concentrating on the service they provide. 
John Lewis senior online insight manager Jon Carthew said: “Customer service and satisfaction is a key cornerstone of our proposition across all channels.

[bookmark: BRANCH_3][bookmark: _Toc4400069][bookmark: _MV3BS_3]Strong Brand
[bookmark: _MV3TD_PT8H00M00S_14]According to Hatched LTD (2014) John Lewis has a strong UK brand presence on the high street. John Lewis celebrated one hundred and fifty years of trading in 2014. 
[bookmark: BRANCH_4][bookmark: _Toc4400070][bookmark: _MV3BS_4]Quality products 
[bookmark: _MV3TD_PT8H00M00S_17]John lewis prides itself on offering quality products.  

[bookmark: BRANCH_5][bookmark: _Toc4400071][bookmark: _MV3BS_5]Loyalty card
· [bookmark: _MV3TD_PT8H00M00S_20]According to Rolph (2018) John Lewis and Waitrose have plans to combine loyalty card schemes. The John Lewis partnership will trail the combined loyalty card scheme with an initial 600,000 customers, if successful the combined loyalty card will be available for all customers. 
· Benefits 
· Rewards
· Mobile receipts
· Shopping events
· App


[bookmark: BRANCH_6][bookmark: _Toc4400072][bookmark: _MV3BS_6]Never Knowingly Undersold
[bookmark: _MV3TD_PT8H00M00S_23]Customers have the reassurance that John Lewis are constantly checking prices against their competitors and if a customer does find the same product in another high street store then John Lewis will lower the price of the item on sale to match that of their competitors and refund the difference. In an internet poll of 1,000 people by Uk Net Guide, only 57% of shoppers understood the true meaning of the statement (Plummer 2018).




[bookmark: BRANCH_7][bookmark: _Toc4400073][bookmark: _MV3BS_7]Monetate
[bookmark: _MV3TD_PT8H00M00S_26]John Lewis benefits by giving customers a better online experience by ramping up the personalisation feature on its jhonlewis.com website through the Monetate marketing platform (Monetate, 2019).  John Lewis senior online insight manager Jon Carthew said: “Customer service and satisfaction is a key cornerstone of our proposition across all channels. With continued growth in ecommerce and increasing numbers of consumers looking to shop online, we aim to use the Monetate platform to optimize the online customer journey.”

[bookmark: BRANCH_8][bookmark: _Toc4400074][bookmark: _MV3BS_8]Weakness
[bookmark: _MV3TD_PT8H00M00S_29][bookmark: BRANCH_9][bookmark: _Toc4400075][bookmark: _MV3BS_9]Never Knowingly Undersold
[bookmark: _MV3TD_PT8H00M00S_32]Due to the promise of never knowingly undersold John Lewis are losing money by having to lower prices to match other high street stores. In the survey by UK Net Guide 21% of shoppers thought it meant the exact opposite - that the store never deliberately undercut its competitors ( Plummer, 2018).


[bookmark: BRANCH_11][bookmark: _Toc4400077][bookmark: _MV3BS_11]Online shopping
· [bookmark: _MV3TD_PT8H00M00S_38]Lots of online stores are able to sell products cheaper than bricks and moter stores 
· Moving more of business online alienating the older generation 


[bookmark: BRANCH_12][bookmark: _Toc4400078][bookmark: _MV3BS_12]App
[bookmark: _MV3TD_PT8H00M00S_41]John Lewis have launched their own app to make shopping online easier for customers. Customers can now take advantage of shopping online from any location they choose (Johnlewis.com). This may alienate the older generation as not being tech savvy they will be missing out on deals and offers.  


[bookmark: BRANCH_13][bookmark: _Toc4400079][bookmark: _MV3BS_13]Opportunity
[bookmark: _MV3TD_PT8H00M00S_44][bookmark: BRANCH_14][bookmark: _Toc4400080][bookmark: _MV3BS_14]40% online sales
[bookmark: _MV3TD_PT8H00M00S_47]John Lewis have moved into the online market, using Monerate to create a better online experience for its customers. The online experience also reflects the same core values and standards as the high street shops.


[bookmark: BRANCH_15][bookmark: _Toc4400081][bookmark: _MV3BS_15]Never Knowingly Undersold
[bookmark: _MV3TD_PT8H00M00S_50]According to senior retail analyst Willmott (2019) cited by Plummer (2019) with the retail market the way it is and considering the devastating impact that Never Knowingly Undersold has had on John Lewis’ profits, a large number of John Lewis’ loyal customers  would most likely understand if they where to  get rid of it’s never knowingly undersold promise. Sir Charlie Mayfield chairmen of John Lewis  said the company is family sticking with its promise. 



[bookmark: BRANCH_16][bookmark: _Toc4400082][bookmark: _MV3BS_16]App
[bookmark: _MV3TD_PT8H00M00S_53]John Lewis have launched their own app to make shopping online easier for customers. Customers can now take advantage of shopping online from any location they choose (Johnlewis.com).

[bookmark: BRANCH_17][bookmark: _Toc4400083][bookmark: _MV3BS_17]Threat
[bookmark: _MV3TD_PT8H00M00S_56][bookmark: BRANCH_18][bookmark: _Toc4400084][bookmark: _MV3BS_18]Online shopping
[bookmark: _MV3TD_PT8H00M00S_59]Lots of online stores can sell products cheaper than bricks and mortar stores. 

[bookmark: BRANCH_19][bookmark: _Toc4400085][bookmark: _MV3BS_19]Never Knowingly Undersold
[bookmark: _MV3TD_PT8H00M00S_62]John Lewis’ competitors can use the slogan against the company by slashing their princesses and lowering their profit margin, John Lewis will have to follow suite.

[bookmark: BRANCH_20][bookmark: _Toc4400086][bookmark: _MV3BS_20]Brexit and economic downturn
[bookmark: _MV3TD_PT8H00M00S_65]John Lewis have decided to make number of changes, because of retail changes, economic, societal, and political hesitation. According to Sir Charlie Mayfield chairmen of John Lewis the uncertainty of Brexit is damaging the economy.
According to Mustoe, (2019) department stores have been under amence pressure in the last few years, with the collapse of BHS and House of Fraser being bought out of administration by the owner of Sports Direct Mike Ashley. In March of this year Debenhams issued yet another profit warning, the fourth in just over a year.
[bookmark: _MV3BS_10][bookmark: _MV3TD_PT8H00M00S_35][bookmark: _GoBack]The high street has seen a huge decline in recent years. Town centres across England and Wales have seen an average loss of 8% of shops since 2013. 8% aquates to at least 40 shops per town centre closing (Holder, 2019).
John Lewis benefit by using data on how customer shop, live and look by analyzing consumer behavior they can predict the nations mindset for the coming year. This year by looking at consumers behavior is changing after the recession the consumer behavior is shifted fundamentally once again as consumers enter a new age of political and economic uncertainty with that in mind they benefit by planning to facilitate their shopping experience and bringing better offers for consumers (Retail week, 2019).



Conclusion

To conclude John Lewis are constantly looking at different ways to improve their customer relationship management. Although John Lewis’ CRM systems have some weaknesses, new and existing businesses would do well to study and implement many of the ways that john Lewis interact with their customers.
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