
[MARKS AND SPENCER]
[Understanding and engaging in customer experience]



Executive Summary
This report is based on marks and spencer. The purpose of this report is to examine the success of CRM in marks and spencer. The key points covered in this report are the benefits and disadvantages of CRM, ethics, sustainability, touch points that Marks and Spencer use to engage with their customers, quality, and segmentation. Marks and Spencer have some really good points but there is still room for improvement in some areas. 
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1.0 Introduction
This reported was requested by chief excessive of marks and spencer. The report was compiled by Stacey Evans. The date of submission is 19/03/2021. The purpose of this report is to examine and evaluate the success of CRM within Marks and Spencer and to critically analysis the importance of customer relationships The report has examined the areas of ethics, sustainability, quality and segmentation in order to review the CRM policy and practise at marks and spencer. The research has been undertaking using secondary information including textbooks, journals, and websites. 
























2.1 Main findings
[bookmark: _Hlk66815557][bookmark: _Hlk66815579]Marks and spencer started in 1884, in Leeds, Yorkshire. Currently its main business activities are clothing, high quality food, homeware, M&S energy, M&S banking including credit cards, current accounts, and savings. The 4 main stakeholder of marks and spencer are their customers, employees, suppliers, and the owners. There are over 300 stores in some 40 overseas they operate on an international basis and across the United Kingdom. Marks and Spencer have become such a success because they have their own brand labels. Marks and spencer market share of a 12-week period leading up to 18th April 2020 was 3.1 percent of the UK grocery market. This is a decrease of about 0.2 percentage points from 2017. Today’s market share price is rising due to lockdown.
Head R (2020) states that ‘The food business is profitable with a half-year operating profit of £109.7m. That’s 19 percent more than the same period last year and give operating margin of 3.9 percent almost level with sector leader Tesco’.
BBC NEWS (2020) ‘Marks and spencer’s have picked up on online and online sales are stronger than they have ever been. But that in no way covers the amount of sales loss they've covered this year.
The food business is still doing well. This shows in the last few weeks they have made a profit on their food section, but they are losing a profit on their clothing and home section due to COVID-19. Marks and spencer made a loss of £87.6m compared to profits of £158.8m last year.
2.2 CRM Benefits and disadvantages of CRM system 
CRM stands for Customer Relationship Management. It's a technology used to manage interactions with customers and potential customers. A CRM system helps organisations build customer relationships and streamline processes so they can increase sales, improve customer service, and increase profitability.
Salesforce (2021) states that ‘CRM stands for Customer Relationship Management. It's a technology used to manage interactions with customers and potential customers. A CRM system helps organisations build customer relationships and streamline processes so they can increase sales, improve customer service, and increase profitability.’
According to Sirk C (2021) CRM allows businesses of all sizes to drive growth and profits. They are still mainly designed for sales, service, and marketing but now they also do a number of other things too, such as helping users manage relationships between team members, partners, vendors and collaborators. 
Benefits of CRM
Better customer service- CRM software gives an organisation a better look on customers wants and needs. This can help increase sales within an organisation and it is more likely that customers can be repeat buyers when they receive good service and quality product. This system allows each employee to understand the needs of each customers as well as their transaction file. The organisation can adjust the level of service offered to reflect the importance or the status of the customer. This strategy helps managers to rectify possible problems even before they are logged as complaints.
Helps the sales team in closing deals- A CRM helps in closing faster deals by more efficient responses to customer leads and information. 
Enhances customer loyalty- CRM system is useful measuring customer loyalty in a less costly manner. Most of the time loyal customers become professional recommendations of the business and the service offered. The business can promote their service based on loyal customers. 

Disadvantages of CRM
Lack of leadership- lack of leadership can cause problems for any CRM plan. If a proposed plan isn’t right for your customers, then it should not be done, and the organisation should come up with a better plan to suit customers. 
Business culture- A lack of resistance to cultural change can cause major problems with CRM. Customer relationships may break down and result in loss of revenue. 
Poor communication- do make CRM work there should be communication within the organisation. Make sure to integration needs in advance. If there is no communication, customers will not feel valued enough.
Data may be lost- CRM system are automatically backed through most of the time cloud but not all systems do this it may be necessary to make a manual backup. If the database is not kept properly it could get lost. This could also happen with cloud systems if there’s a loss of internet connection or the server at the other end.

Touch points used to engage with their customers 
Marks and spencer use management information system using data from loyalty cards and direct feedback. The approach that has worked very well for marks and spencer is that they have built a strong sense of trust and respect between the business and their stakeholders. 
Marks and Spencer use the following touch points to engage with their customers:
Loyalty cards- marks and spencer do loyalty cards every time you shop with them. They give you 2 points for every £1 you spend with them. As customers build their points, they unlock new offers and perks to them. This allows marks and spencer to understand its customers better and its to thank the customers for shopping with them.
Getting feedback from their customers
Man P (2018) ‘The aims to improve customer understanding and insight by personalising Marks and Spencer’s loyalty and customer relationship management initiatives, which include its Sparks loyalty Card scheme. This will map out customer preferences with technology to better understand and forecast customer buying behaviour.’
By marks and spencer undertaking loyalty cards it will increase its trust between the manger and its customers to keep them coming back.
According to Barcode (2021) ‘Loyalty cards will not only build trust, but also an emotional connection by making your customers feel appreciated’. 
Marks and spencer seek to build better customer relationships. Loyalty cards continue to be its greatest asset and it provides customers an increasingly personalised shopping experience.
Etail (2021) ‘Marks and spencer loyalty card gives us a completely different type of marketing. Rather than increase the overall cost of marketing, Sparks will allow us to keep it down and do more direct marketing. It is also a channel that lets us get closer to our customers and understand their habits and what it is they want.’

2.3 & 2.4 Ethics and stainability 
2.3 Ethics
Ethics involves a discipline that examines good or bad behaviour within the context of a moral duty. The behaviour that we would judge as an organisation whether that behaviour is right or wrong this is what we call moral code. This is not law but it’s what the outside think of the individual or the organisation. Behaviours that are good or bad can be formalised through rules and regulations. Different people use different ethical criteria to demine whether a practise is good or bad. 
According to BBC (2021) ‘Businesses can choose to work in a way that profits only the owners or in ways that benefit the community. Working ethically means acting in ways that are fair and honest.  
Smallbizdaily (2018) A company with a proper focus on ethics is more likely to retain their team as they have a vested interest and a growing affinity for the business.
But according to Etkin B (2016) Ethics are a critical component of disasters that encompass all phases of risk. There are a number of ethical theories relevant to disasters which often leads to dilemmas.’ 
Dobrin A (2012) says ‘If living by ethical principles were all there was to a moral life there would be no leisure, no projects of our own. Life would be a chore, a series of duties to be fulfilled rather than a joy to be experienced.’
Driven R (2016) ‘The Individualism View of ethical behaviour is based on belief that someone’s primary commitment is to long-term advancement of self-interests. The basic idea of this approach is that society will be the best off if everyone acts in a way that maximizes their own utility or happiness.’ 

Advantages of ethics 
Better employee motivation- Employees will have better motivation if they know the workplace is ethical behaviour. It will enable your workers to feel strong alignment between their values and the business. 
Improve employee happiness- Employees will feel more comfortable working if the businesses behaviour is ethical. They don’t want to be responsible for any unethical behaviour. 
Better for customers- A business that focuses on ethics this will improve society and working conditions. This can help bring more customers if an organisation is ethical. It’s a sense of trust that the customer will have for the organisation.
Increased customer satisfaction- meeting customers needs translates in customer satisfaction. This can help bring in more customers through word of mouth. 
Disadvantages of ethics 
Financial cost- Some business company’s source from fair trade suppliers rather than just going for the lowest price. It tends to increase costs for the organisation and for its customers.
Overall management strategy- It requires comprehensive support of management to be effective. If the manger decides to do their own version of ethics this can cause confusion in a workplace. 
Loose trust with the customer- If the business is unethical the customers won’t have any trust for the organisation. This can decrease sales and the organisation could end up loosing profit. 

2.4 Stainability 
Stainability is a management of social, financial, and environmental demands and to ensure ethical and ongoing success. High Sustainability firms are more likely to have established processes for stakeholder engagement, to be more long-term focused on, and to exhibit higher dimension and disclosure of nonfinancial data. They provide evidence that High Sustainability companies significantly outperform their matching part over the long-term, both in terms of stock market as well as book-keeping performance.
Grant M (2020) ‘Sustainability encourages trades to frame decisions in terms of environmental, Human impact and social for the long-term, rather than on short-term gains such as next quarter's earnings report. It influences them to consider more factors than simply the immediate profit or loss involved.’ 
According to environment & energy leader (2016) ‘Detractors of sustainability claim that sustainable business practices eat into corporate profit. Development of sustainable business practices lends itself to efficient operation that streamlines effort and conserves resources, which increases employee productivity and cuts cost.’
But according to Orlitzky M (2014) ‘Sustainability and CSR can have firm-level pay-offs, but it’s extremely difficult to predict which specific sustainability projects increase, let alone maximize, economic returns. Research has not shown a conclusive case for sustainability.’
Adams A, C., Muirs. And hoque, Z. (2014) ‘The least used performance measures are sustainability, environmental and social responsibility and those utilised are mainly measures of employee diversity and non-financial economic aspects that are identified.’
Advantages of sustainability 
Make shareholders happy- Sustainability can increase profit by getting employees to jump on board and make it succeed. Morale and productivity will improve, and sales will increase. It benefits the shareholder, the customers, and the employees. 
Attract employees- people like to be associated with positive. They do not like to be linked to a organisation that is negative. If a company is positive, it will attract more employees. 
More efficiency means less waste- A reduction in the waste generated at your operation can become a great selling point when advertising and discussing your facility and processes. 
Disadvantages of sustainability 
Sustainability reporting- The major issue is the difference in enforcement for sustainability reporting. There is no authority for punishing an organisation if maintaining sustainable reporting is optional. An organisation can develop its own framework for sustainability reporting but in case of any misstatement, no punishing is there for an organisation. 
Requirement and motivation of an organisation for compliance are not clear as there are certain limits regarding the measurement of social responsibilities linked with sustainability that is further most challenging to measure and quantify. 

Marks and Spencer policies on Ethics and stainability  
M&S (2021) states that ‘Our customers can be confident that our clothes are made with respect for people, communities and the planet. We want to play our part in creating a more sustainable fashion industry and as the UK’s largest clothing retailer, we know that we really can make a difference. We are also working towards reducing water in the finishing process meaning our jeans are now made with 86% less water compared to the industry standard.’ 
According to ethical consumer (2021) ‘There several ethical issues with Marks and Spencer and we have awarded them negative marks in a number of categories on our scoring system, including for climate change, human rights, workers' rights, animal rights, factory farming, irresponsible marketing, anti-social finance, controversial technologies and political activities.’
Triple bottom line uses the power of three and these are planet, people, and animal this helps measure the health and quality of a business impact. The Triple bottom line helps a business grow and it helps to understand its current position in the economy and its ability to survive in the future. Suitability measures the ability to be in business based on the relationship with the community, impact on the environment and the contribution to with the economy.
Planet: When considering our most precious resource, water. Marks and Spencer have shown their commitment to our planet by implementing water reduction initiatives. However, Marks and Spencer let us down by not providing any targets. They see plastic as a last resort, and they design plastic and replace it with planet friendly alternatives whenever they can. 
People: Marks and spencer have received a good for their labour rating. The brand SEDEX MEMBERS ETHICAL TRADE AUDIT looks at human rights in business practices. 
Animals: Marks and spencer animal rating is the lowest. The brand uses leather, down and cashmere without being transparent about its sources. 
Marks and spencer’s actions towards the environment is good however there is still more room for improvement. Especially with animal welfare. They did come up more positively in some categories, however, even getting Best ratings in some of the same categories that they lost marks in. 
Marks and spencer commitment to the environment is seen with their emphasis on high quality and long-lasting products. Marks and spencer use materials that are eco friendly such as recycled polyesters, recycled nylons, and organic cotton. 
M&S (2021) states that ‘We reassure our customers and stakeholders that our products are ethically, and stainability sourced. We look beyond our operations to the wider supply chain, where the biggest impacts occur. Our aim is to enhance lives and support the local communities of the people who for and with us. We work closely with our suppliers to make sure they respect human rights and to improve sustainability across our supply base. We have a responsibility to ensure workers rights are at the front of our decision.’
Tesco are comparable to marks and spencer as Tesco sells their own brands in food products. Tesco also do clothing and loyalty cards. 
Tesco (2021) states ‘Our Code means more than just following the law and our policies. It’s about using our Values and Leadership Behaviours to guide our conduct and decision-making so that we are always doing the right thing for each other and the business. We are committed to upholding human rights and we are also committed to reporting regularly on our work to uphold human rights in our supply chain. 
Ethics and sustainability are good behaviour because it is based on values, law. If the organisation is not ethical this can reduce customers as customers what to go to a shop where people are ethical. If a business is not ethical or sustainable this can have a bad name on the organisation.  
2.5 Quality 
Quality management ensures that the organisation service or product is consistent. Its is a act of overseeing all tasks and activities needed to maintain a level of excellence. It can be looked at in 4 stages these are: quality monitoring, quality control, quality assurance and total quality management. 
Barone A (2020) states that ‘Quality management includes the determination of a quality policy, creating and implementing quality planning and assurance, and quality control and quality improvement.’ 
‘Quality monitoring aim to capture a 360-degree view of the customers journey, focusing on the voice of the customer and agent behaviours that impact customer experience. The purpose is to get meaningful data driven insights that translates into actionable recommendations and measurable impacts to both the customer and the organisation’. Fenton D (2021)
ASQ (2021) ‘Quality assurance can be defined as "part of quality management focused on providing confidence that quality requirements will be fulfilled." The confidence provided by quality assurance is twofold—internally to management and externally to customers, government agencies, Certifiers, third parties and regulators. An alternate definition is "all the planned and systematic activities implemented within the quality system that can be demonstrated to provide confidence that a service or product will fulfil requirements for quality."
Naybour P (2020) ‘Quality control consists of inspection, testing and quality measurement verifies that the projects are fit for purpose and meet stakeholder’s expectations. Quality control techniques are varied, and the technique used should be driven by the nature of the project. The most obvious example of quality control is the inspections and tests that are done to check whether a product meets is specification.’ 
There are a few quality models and theories there are a few mentioned underneath these are total quality management, the Deming management, and the Crosby theory.
Total quality management (TQM)- this is based on the principle that every member of staff in an organisation are committed to high standards of work.
Spencer B (1994) ‘Total quality management is examined in relation to the organismic, mechanistic and cultural models of organisation to bridge the gap between total quality management and management theory. 
The Deming management theory- Deming offered 14 principles for managers to follow to improve the effectiveness of an organisation. 
Anderson J, et al (1994) ‘The Deming management methods has 14 points as guidelines for appropriate practise regarding quality management and organisational behaviour.’ 
Crosby Theory- This theory is based on quality. Crosby defined four absolutes of quality management and these are the first absolute, the next absolute, the third absolute and the final absolute.
Monnappa A (2021) ‘Crosby defined Four Absolutes of Quality Management these are: The First Absolute: The definition of quality is conformance to requirements. The Next Absolute: The system of quality is prevention. The Third Absolute: The performance standard is zero defects. The Final Absolute: The measurement of quality is the price of non-conformance.’ 
Quality monitoring has made a difference to CRM in marks spencer because of its own brand labels and quality of their products. Also, they have gained because they do loyalty cards which brings more customer in and it attracts existing customers to come back because of the marks and sparks loyalty card and the trust the customers have on the organisation. 

2.5 Segmentation
There are 4 different areas for segmentation theses are Psychographic, Demographic, behavioural and geographic. 
Psychographic is based on how people think and what they aspire their life to be. It is a marketing strategy that influences customer data. 
Wintermeier N (2020) ‘Psychographic segmentation is the process of creating clusters of customers who share similar characteristics and then grouping them together. These are normally based on social class, lifestyle, values and hobbies.’ 
Behavioural is dividing their customers into groups based on their behaviour patterns.
Jones N (2020) ‘Behavioural segmentation is a process which divides customers into segments depending on their behaviour patterns.
Geographic is basing customers on the region they work or live in.
Kokemuller N (2019) ‘Geographic segmentation is a common strategy when you serve customers in a particular area. It involves grouping potential customers by region, state, or city.’
Marks and spencer use demographic segmentation. They base their market segmentation through value, they target their customers into different groups which are: income, social class, age, occupation, and race. Marks and Spencer target the 30 plus group with an executive occupation and high income. UKESSAYS (2015) 
Marks and spencer base their target segmentation through value. The quality of their clothing can overweigh their price and because of the quality of clothing people like to shop there and that’s a way of moving them up the loyalty ladder. 
The are several marketing strategies like marks and spencer product, pricing, place, promotion, people, process, and physical evidence. 
Langford S (2019) ‘Marketing mix is a key foundation on which most modern marketing strategies and business activities are based. 
Products- Marks and Spencer cover a wide range of products for all age groups such as women’s, men’s and children’s clothing, footwear, bag and accessories, Home and furniture, food, wine and gifts 
Pricing- Marks and Spencer have their own brand label that are premium quality. They face a lot of competition from online retailers and other larger stores. During seasonal times it offers more discount, and they tend to put old stock up for sale. Marks and Spencer follow a dynamic pricing strategy. 
Place- Marks and Spencer operate in more than 50 countries. Marks and spencer major business is in the UK where the company has around 850 stores. 
Promotion- Marks and Spencer use TV ads and other social media campaign. They choose their marketing strategy to align its advertisement campaign with digital marketing and in store strategy. They use their own website to promote its brand. Marks and Spencer also use a loyalty cards called ‘Sparks’ this adds points to the customer’s account of amount spent on shopping 
People- Marks and Spencer pay special attention to the employees. The company provides life insurance, pension, share buy and health insurance schemes to its employees. The company provides flexible working hour to support working parents. 
Process- Marks and spencer have different floors with different products on. Within each section there are sub sections for men, women, children clothing, home and accessories. 
Physical evidence- Marks and spencer have more than 83000 employees worldwide. The company has got its own website from where the customers can order products online and get a home delivery. 





2.6 Conclusion 
Based on the report Marks and spencer loyalty cards and direct feedback works very well with marks and spencer it increases trust between mangers and its customers. As shown above they have made a profit on their food section since last year but are still losing profit on their clothing and home section. Some of their clothing is made with 85% less water compared to the industry standard. Marks and spencer received good for their labour rating as they use materials that are eco friendly but there are some ethical issues as they see plastic as a last resort. Their actions with welfare is good but there is still room for improvement especially with animal welfare. 






















2.7 Recommendations 
The gaps that are missing with marks and spencer is animal welfare and also plastic being a last resort. To improve this, we recommend working with a company to ensure animals lead to a better life. This can help the journey to more humane and sustainable food and with plastic Instead of seeing it as a last resort try incorporating more recycled materials into products and get these products into the marketplace. 
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