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A Marks and Spencer Case Study (Q:3)
Marks & Spencer has been selling food for 70 years and its main principle was to offer customer quality food with great value of money. In this particular case study of Marks and Spencer the main focus was on the food department and its stock management. In order to meet the customer needs Marks and Spencer computerised system, FSM which enables them to respond swiftly and flexibly. Electronic-point-of-sale (EPOS) till does a lot, it not only produce a receipt but also helps recording sales, providing information and adjusting stock.  Well developed stock management helps Marks and Spencer to meet the needs of customer by maximising the availability of the products they require. 

The key to developing an efficient system of stock management is stock accuracy. To ensure the maintenance of satisfactory stock levels stock adjustments are necessary. Stock adjustment needed to take place due to food becoming out of date, damage not making M&S standards or sending back to the manufacturers.  In the past, Food Stock Adjustments (FSA)  the process of stock adjustments took place through a system which involved paper records, keeping duplicate copies and self-supply. This process was difficult to trace, limited information, out of date by the time it reached the staff who needed it  and time-consuming. To understand a problem a merchandise needs good management information. They realised that the food Stock Adjustment process did not meet Mark & Spencer objectives effectively. Marks & Spencer needed to improve their stock management. Food Stock Adjustment (FSA) was developed and replaced by the Food Stock Management (FSM) with greater use of manual recording procedures and technology. FSM provides a process for the recording of all food stock adjustments and non-sale movement of stock to maintain stock accuracy. The information is current and staff are able to act quickly.
Hand-held terminals (HHTs) are easy to use scanners which use bar codes to get information. Through a wide area network the information is transmitted for stores before and sent to Head Office. Food Stock Management includes:
· Provides reports including products changes reports, checking report, daily activity record, stock record report, all of which are used by stores for information purpose.
· Report can viewed and printed.
· Runs an automatic or manual Start and End of the day.
· Improves staff accountability.
· Increases stock accuracy.
FSM helps Marks & Spencer responds to customer with a better quality information which benefits:
· Online information
· Reduction in paper
· Ability to identify problems and stock issues
· Leading to improved customer service

Marks & Spencer is committed to putting the customer first always. They provide quality products at the right time in the right place with a great value. Initiatives for instance Food Stock Management enable Mark & Spencer to:
· Increase the efficiency of operations;
· Improving quality of goods and products with better information for suppliers;
· Decreasing cost-base operations;
· Improving value for customers;
· Adjust to customer trends.

Overall, shifting from Food Stock Adjustments to Food Stock Management did not happen overnight. Development had took place carefully and sensitively to improve the process of stock management to ensure the company’s required benefits. It also saves sales assistants time so they can focus on customer services with extra care.




References:
· Mark & Spencer. (No date) Food and Household. Available at: https://corporate.marksandspencer.com/sustainability/food-and-household (Accessed: 21 Oct 2019)
·  A Marks and Spencer Case Study
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INCREASING CUSTOMER SERVICE

Marks & Spencer is committed to putting the customer first always.They provide
quality products at the right time in the right place with a great value. Initiatives for
instance Food Stock Management enable Marks & Spencer to:

* Increase the efficiency of operations;
= Improving quality of goods and products with better information for suppliers;

= Decreasing cost-base operations;
* Improving value for customers.
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CONCLUSION

The key to developing an efficient system of stock management is stock

4
accuracy. The FSA was not good enough to meet M&S standards and
objectives. Therefore, FSM was designed and replaced FSA. The new
5 system provides accuracy non-sale movement of stocks and all food
adjustment.
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STOCK MANAGEMENT OF MARK & SPENCER

Electronic-point-of-sale (EPOS) till does a lot, it not only produce a receipt but also
helps recording sales, providing information and adjusting stock. Well developed
stock management helps Marks and Spencer to meet the needs of customer by
maximising the availability of the products they require.
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THE CHANGES MARKS & SPENCER MADE TO IMPROVE
THE STOCK MANAGEMENT

* Stock Adjustment (FSA) was developed and replaced by the Food
Stock Management (FSM) with greater use of manual recording
procedures and technology.

* FSM provides a process for the recording of all food stock
adjustments and non-sale movement of stock to maintain stock
accuracy.

* Hand held terminal for recording and transmit bare codes of each
bought or unsold product in every M&S store processor and send
directly to Head Office.
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FOOD STOCK MANAGEMENT INCLUDES:
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