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 Understanding and Engaging in the customer experience 


                                    Task 1



Introduction; Many stores and grocery stores, Marks & Spencer, the giant in the history of high street in the UK, have nearly 900 stores worldwide, including the UK and about 300 to 600 more than 40 countries (Marks and Spencer, 2010).

A advantage to the business is that it has popular and a wide range of designer brands. In order to facilitate the organisation they provide 1000 boxes of designer items, for example men's clothing has a wide range of brands such as "Autograph Big & Tall, Blue Harbour ,Collezione, North coast, etc." (Marks and Spencer, 2010). Spenser has come for women to have many brands and mark the trademarks "Autograph, Classic, Collection, Press, Per Una, Portfolio, etc." (Marks and Spencer, 2010). Due to its high demand in the designer brands it gives the organisation a huge impact as the business grows: this could mean its stores and as well has increasing the finance. 


[bookmark: _GoBack]
a) Marketing is used to describe software applications that automate marketing, sales and business service functions. Although the customer relationship management software market has been associated with many players, it began in 1993, when Tom Sable founded Ceibel System Incorporated. The term CRM can be used to return to this time, because of its relatively short history, the meaning of the concept of relationship management is still under debate. Some of the reasons for the confusion are the words used in different ways.
As far as CRM is concerned, we can consider three levels: strategic, functional and analytical, briefly in the form of the definition of CRM, as stated previously. 
The term CRM has only been used for a few years. One of the points of view defended by some IT companies is the term CRM
b) Customer relationship management (CRM) means different things to different people. Even the meaning of the abbreviation of three letters CRM is controversial. Most people use CRM to refer to customer relationship management and others use CRM as customer relationship marketing. Another group, believing that all customers do not want a relationship with a supplier, omits the word relational and prefers the term client of administration. Others opt for expressive marketing. Nevertheless. In other words, CRM is clearly a business practice centred on the client. 

Task 2

Marks & Spencer today announces the appointment of data science company, Starcount, as part of its ongoing programme of change under its five-year transformation plans. The partnership will help enhance customer understanding and insight through personalisation of M&S’ loyalty and CRM programmes including M&S's Sparks Card. 
In November 2017 Marks & Spencer set out a programme for the business concentrating on Restoring the Basics, Shaping the Future and Making M&S Special. 
Under this transformation programme, Making M&S Special, M&S has to date announced:  
· A slowdown in the Simply Food store opening programme
· An acceleration of the UK store estate programme
· The sale and franchise of its retail business in Hong Kong and Macau
· A new Technology Transformation Programme
· Improvements to its Clothing & Home Logistics Network
· The restructure of the Customer, Marketing & Digital Team 

Compere to M & S 


Zara has developed effective relationships with its customers. Thanks to the advantages of CRM, its customers are loyal and make continuous visits throughout the year. The average number of customer visits was 17 times higher than the other four stores.

What impresses Zara is that it is able to advertise as a loyal and dedicated customer.

Using customer relationship management software, Zara is able to gather sales information and define popular products. These data are easily written by hand. Designers have the latest trends, styles and colours based on their new products.

Zara has achieved what most retailers can dream of. Their clothes are mostly sold at full price. By avoiding traditional marketing techniques such as advertising, discounts and bells and spells, Zara has built a fashionable and progressive clothing.

Zara is a great example of effective CRM information to improve brand awareness and customer relationships. Other brands and companies with their own size can empower customers and customers and increase their sales. Benefits, advantage, loyal,





Strength;

Marks and Spencer have many advantages, but this is one of the most important topics in the world.

High Brand Recognition: Marks and Spencer's is a huge organisation and is very popular as its brand is high in customers. 


Weaknesses;

Poor advertising as a non-fashion store: Marks and Spencer has a market disadvantage. Although Marks and Spencer offers a wide range of different products and brands, people generally misunderstand that men's clothing and women's clothing are not intended for teenagers. These bad assumptions make the company weak. Management should develop new sales-oriented strategies for young people. Even the management has not been able to gain new customers in recent years. People who trust Marks and Spencer in recent years continue to buy, but new generations are not interested at all. Some people say that Marks and Spencer is a business for the sixties and seventies, but not for the twenty and thirty. To overcome this management, Marks and Spencer must propose a new strategy to attack all ages without losing their reputation among today's supporters. You may even need to develop a strategy to overcome bad advertising and compete with competitors such as Primark, River Island, Oasis, Oxygen, New Look, H & M, and more.

Marks and Spencer use the following techniques as a background instead of following new techniques that increase various aspects such as money, time, and so on. In general, large organizations focus on new technologies to make their work more efficient. Nowadays organizations prefer hardware and automated material handling alternatives for different types of logistics operations. Most of these technologies can increase productivity in less time, but the main drawback of Marks and Spencer is that they do not use this technology for efficient manual labour, which increases costs and reduces efficiency. It is recommended that Marks and Spencer use the new techniques instead of increasing manual hours and manual trading costs. It is only a matter of time and planning to overcome this obstacle. There is no doubt that manual labour increases costs.


Opportunities;

Internalization strengthen the global presence, brands and Spencer settled in the UK, and especially the trade began at their office in the 1940s. Only one thing of the franchise relationships that have been made from a small number of international exports. St. Michael's brand is imported and are familiar with their investment success started with a brand on earth, and from the known to Spencer. In the early 90s is a good thing St. Michael franchises operating in 14 different countries. Spencer and 1996 marks its exit 645 countries, of which 645 output 58% of the shares in the UK, Europe and Canada. (From Nardi sit 1998). Marks and Spencer has more than 21 million repeat visitors per week (Marks and Spencer, 2010). Marks and Spencer stores can open a world of its own or through franchise agreements. Spencer's, and unit has its own stores in Canada, the brands of, France, Netherlands, Germany, Hong Kong, Ireland, the Netherlands and Spain and conveniently. Brand developing countries and Spencer have a franchise like Bermuda, the Canary Islands, the Bahamas, the Czech Republic and Israel (about Naridi Cole, 1998).

Threats;

Growing competition in all areas of activity: Mark and Spencer are threatened to lose their range in the industry due to competition, the reason for the competition in retailers is a big concern, where will we go to Sainsbury’s local and Tesco  Express, other retailers such as Asda, Sainsbury and Tesco? Grow profits, so management needs a new scenario. Mark and Spencer have come up with a strategy to overcome the barriers.


Strengths:
1. Marks and Spencer have popular brands, which increases customers
2. They have 900 stores worldwide, including the UK and 300-600 over 40 other countries.
3. They have a wide range of clothing for men :Autograph Big & Tall, Blue Harbour ,Collezione, North coast etc.
4. It even supplies a wide range of clothing for women: Autograph, Classic, Collection, Press, Per Una, Portfolio, etc.
5. Due to its high demand in the designer brands it gives the organisation a huge impact as the business grows: this could mean its stores and as well has increasing the finance. 



Weaknesses:
1. Marks and Spencer’s do not offer clothing that would be targeted for teenagers. 
2. They don’t develop new sales-oriented strategies for young people. 
3. The management has not been able to gain new customers in recent years.
4. New generations are not interested in Marks and Spencer’s, only individua’s who trust it will continue to buy. 
5. The business only targets ages of the 60’s and 70’s and no the 20’s and 30’s, this is where they lose their reputation. 
6. They follow techniques as a background instead if following new techniques that could increase their companies finance and time. 
7. They do not use technology for efficient manual labour.



Opportunities:
1. Internalization strengthen the global presence, brands and Spencer settled in the UK, which began in their office from the 1940. 
2. Only one thing of the franchise relationships that have been made from a small number of international exports.
3. Spencer and 1996 marks its exit 645 countries, of which 645 output 58% of the shares in the UK, Europe and Canada.
4. Marks and Spencer has more than 21 million repeat visitors per week.
5. Marks and Spencer stores can open a world of its own or through franchise agreements.
6. Spencer's, and unit has its own stores in Canada, the brands of, France, Netherlands, Germany, Hong Kong, Ireland, the Netherlands and Spain and conveniently.
7. Brand developing countries and Spencer have a franchise like Bermuda, the Canary Islands, the Bahamas, the Czech Republic and Israel.






Threats:
· Due to competition Marks and Spencer are threatened to lose their range in the industry.
· Other retailers like Tesco express or Asda are a growing competition and grow their profits which effects Marks and Spencer’s as an organisation on the whole. 
· Poor performance of staff who are engaged in dealing with staff.
· Data becomes ‘outdated’ quickly they need to ensure their systems are up to date. This will allow them to analyse/use current information.
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