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The impact of implementing the Food Management System and the EPOS on customer service
						by Adrian Burhala

In order for Mark and Spencer to maintain their found principles of quality and to keep providing a satisfactory experience to a more diverse and sophisticated customer base, they needed to shift from their previous Food System Adjustments approach to maintaining their stock levels, to a new Food Management System. 
This system was designed by using an Electronic Point of Sale system, composed of an electronic till with a hand-held terminal connected to a Windows-based PC accessing a Wider Area Network (Old.businesscasestudies.co.uk, 2019). It aimed at ensuring that stock levels are well maintained, the freshness of their products, as well as providing a wider variety of demanded products.
The impact of this change has had a positive impact on the customers’ satisfaction, providing many benefits as well as achieving their initial targets. One of the benefits consists of faster checkout times, by reducing the time it takes for their payment to go through (Business Case Studies, 2018), and the time it takes for their items to be scanned. Another benefit is that by offering their customers a wider range of products, good value for their products, and ensuring that their demands are always satisfied, customer loyalty with the regular customers is built and ensures that a business remains competitive (Business Case Studies, 2019).
Two Marks and Spencer food managers, Melany and Joana, explained to me in an interview, how the increase in their stock availability has provided their customers with a far better experience, as consistency in their shopping journey is something clients appreciate in a store.
The addition of the EPOS system and its effects on their customer base can be reflected in their food revenue in the United Kindgom statistics from the year of 2009 to 2019 (Statista, 2019), where a steady increase is noticable, despite the market becoming more competitive, given by a rapid increase in the number of supermarkets across the United Kingdom (Statista, 2019).
However, the EPOS system did not come without any limitations. A first drawback consist of the maintenance costs as well as the staff training costs for its usage. Another very important issue is its vulnerability for cyberattacks, as most attacks can have a high negative impact on a company, resulting in financial and market credibility loss, but more importantly, it could result in customer data, such as credit card information, being stolen and used without customer agreement. For example, in 2016 there has been an attack on the american fast-food chain “Wendy’s” that affected over 300 restaurant locations, resulting in the customer information being stolen, and hundred of thousands of sales have been made from the customers’ credit cards. (InfoSecurity, 2019)
In conclusion, the addition of E-POS terminals has been a great addition to both the customers and the company, improving the quality of the products and services. The customers receive a better experience on all fronts: economical, comfort-wise and the overall shopping experience. 
It’s important to keep in mind all the benefits of such technology, for the present and for the future, while also keeping in mind all the risks that new technology can expose you to.
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