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TASK 3 
John Lewis decided they needed to identify customer behaviour to increase sales. The CRM was created to gain a better understanding of customer preferences and using this information provide a more personalised service in the form of relevant content, events and rewards. 
John Lewis appointed its CRM account to Proximity London

The Loyalty Ladder
Prospect
John Lewis view the prospect as the most important in the loyalty ladder as they will become the customer.
Customer
The brand name and high-quality products and service will encourage the customer to make their first purchase. 
Client
Most of John Lewis customers become loyalty card members. They are offered free tea and cake to encourage them to come to the store to browse.
Advocate
The advocate of John Lewis gets early access to sales, VIP shopping evening and events and as they are satisfied with the products, they will promote them (Gummesson, 2003).

SEGMENTATION
39% of John Lewis Customers are under 34 years
The household income of 42% of John Lewis customers are less than £30,000. John Lewis do not target the less well off as they have an image as a high-end retailer, people want to buy quality products that will last (The Independent, 2019).

TASK 5
Benefits of CRM System at John Lewis
CRM System allows John Lewis to manage relationships with both current and potential customers. The aim is to increase sales, profit and better customer service (Sales Force, 2019). ​
John Lewis loyalty scheme is moulded around the brand. The focus is on experience rather than discounts. Free tea and cake, exclusive invitation to events and sales.
The relationship with customers creates loyal customers, which can lead to an increase in customers (Vizard, 2019).  ​
Data collected by CRM is used to identify customers shopping habits, which John Lewis base their strategy and schemes towards.


Drawbacks of CRM at John Lewis
As the customer base increases the cost on IT systems also increases. John Lewis employees all have a say in the business, so decisions take longer. John Lewis events need to keep a high standard as poor experiences can reduce customers faith in the business (Fora Financial, 2018).
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TASK 3

John Lewis decided they needed to identify customer
behaviour to increase sales. The CRM was created to
gain a better understanding of customer preferences
and using this information provide a more personalised
service in the form of relevant content, events and
rewards.

John Lewis appointed its CRM account to Proximity
London, they have over 2,000 employees in 25 offices
worldwide, they specialise in Interactive Marketing;
Mobile and Social Media Analytics; Branding; Email
Marketing and eCRM Direct Marketing. Founded in
2000, Proximity Worldwide counts brands like HP,
Mercedes, Bayer, Emirates (airline), The Economist,
ExxonMobil, P&G, and Visa Inc. as clients

The Loyalty Ladder
Prospect

John Lewis view the prospect as the most important in
the loyalty ladder as they will become the customer.
They spend a lot money on advertising, the John Lewis
Christmas adverts are famous for defining the festive
period.
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Customer

The brand name and high-quality products and service
will encourage the customer to make their first
purchase

Client

Most of John Lewis customers become loyalty card
members. They are offered free tea and cake to
encourage them to come to the store to browse.
Advocate

The advocate of John Lewis gets early access to sales,
VIP shopping evening and events and as they are
satisfied with the products, they will promote the
business (Gummesson, 2003).

SEGMENTATION

Traditionally women were main John Lewis customers,
men take more care of their appearance and clothes
are now 44% of their customers.

39% of John Lewis Customers are under 34 years

The household income of 42% of John Lewis customers
are less than £30,000. John Lews do not target the less
well off as they have an image as a high-end retailer,
people want to buy quality products that will last.
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John Lewis target the middle-and upper-class shoppers
as they have a upmarket image. Recently John Lewis
has introduced the value range to attract a different
type of customers.

TASKS

Benefits of CRM System

«  CRM System allows John Lewis to manage
relationships with both current and potential
customers. John Lewis enlisted the help of BookingBug,
which is a real time booking and reservation system,
allowing customers to book services online. Since the

introduction of this service online bookings were
growing 50% faster. The aim is to increase sales, profit
and better customer service (Sales Force, 2019).

« John Lewis loyalty scheme is moulded around the
brand image. The focus is on experience rather than
discounts. Free tea and cake, exclusive invitation to
events and sales. John Lewis loyalty card is free, it gives
members rewards and special offers.

« John Lewis members get rewards and treats
throughout the year and the personal customer service
helps build a relationship with customers, which
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creates loyal customers, which can lead to an increase
in customers (Vizard, 2019).

«  Data collected by CRM is used to identify
customers shopping habits, which John Lewis base
their strategy and schemes towards. John Lewis know
whether customers shop in store or online, what they
buy, if they are responding to promotions.

Drawbacks of CRM

As the customer base increases the cost on IT systems.
also increases. John Lewis is employee owned by a
trust known as partners who have a say in the running
of the business, so decisions take longer. John Lewis
events, such as members only shopping to early access
to clearance and exclusive invitations need to keep a
high standard as poor experiences can reduce
customers faith in the business (Fora Financial, 2018).

Lack of leadership can cause John Lewis problems for
implementing CRM, poor communication can make it

difficult to make progress, all the relevant people need
to know how to use the information provided by CRM.
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