[bookmark: _Hlk949985]Task 3 -notes Task 3 
[bookmark: _Hlk1318601]According to Marks and Spencer Enterprise system, Mark & Spencer is all about customers. The slogan is “the customer is always and completely right” (UK Essays , 2017). The CRM purpose is to avoid miscommunications between customer and M&S satisfaction.
M&S has built up a respect and trust between stakeholder, customer and business.  The aim of their CRM is to increase sales from customers penetrating the same market over and over again.  This approach had work well for M&S as it is trusted retailer and identified a good reputation, according to YouGov survey.  The M&S CRM is down to consistent marketing of own label food range. M&S is a leader of semi-prepared dishes that has been high profile TV advertisement which lead to ‘own band equals superior’.  They increased the trust and by direct contact with management information system and customer contact, using the data from loyalty cards and direct feedbacks to match the M&S to match the M&S new product development into consumer needs. In contrast, Woolworth had own- band label but became differentiated trapped into unfilled niches Woolworth was failed to do (Josh, 2010). 
[bookmark: _Hlk1318783]The M&S business culture has been criticised for being bureaucratic and having a top-down management style (Wood & Butler, 2018).  This can affect CRM as it is seen as too corporate and old fashioned in its hierarchy.  
[bookmark: _Hlk1318740]Over the year of financial crisis, M&S had a strong Band momentum by premium pricing and backing of investment in advertising.  However, there has been a decline of sale and share prices since 2008 due to discounted price retailer being their competition. Plan A is the company’s commitments to help build brand positioning and responsible sourcing in order to help the environment (M&S, 2019). This will improve CRM to build more of a customer relationship with the business and tapping into what customers want by offering an environmentally sustainable brand.  
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McKinsey’s seven S’ framework 
[image: ]
[bookmark: _GoBack]https://www.bing.com/images/search?view=detailV2&ccid=GL9E3O8b&id=2827144F16EB4B50E9E9C4F9482CCD9312A3C82E&thid=OIP.GL9E3O8b3ImI7fdwMUGNYgHaHd&mediaurl=http%3a%2f%2fresearch-methodology.net%2fwp-content%2fuploads%2f2016%2f03%2fApple-McKinsey-7S-Framework.png&exph=403&expw=400&q=mckinsey+7+s&simid=608016730413206917&selectedIndex=6&ajaxhist=0 







References
Brown, J., 2004. Luc Vandevelde, hailed as the Saviour of M&S, is ousted by the Board. Independent , 10 May. 
Incorporatewear, 2019. Marks & Spencer. [Online] 
Available at: https://www.incorporatewear.co.uk/case_studies/marks-spencer/
[Accessed 17 February 2019].
Josh, 2010. Marks and Spencers – Customer Relationship Marketing. [Online] 
Available at: https://manifestedmarketing.wordpress.com/2010/07/23/marks-and-spencers-customer-relationship-marketing/
[Accessed 11 February 2019].
M&S, 2018. Marks & Spencer Announces New Customer Insight Partnership, London: Corporate Press Office.
M&S, 2019 . Sustainability. [Online] 
Available at: https://www.theguardian.com/business/2018/may/23/seven-reasons-why-marks-spencer-is-in-trouble 
[Accessed 11 February 2019].
M&S, 2019. Supplier Management. [Online] 
Available at: https://corporate.marksandspencer.com/sustainability/food-and-household/supplier-management
[Accessed 17 February 2019].
Sekinah, T., 2018. Marks and Spencer to train staff in data skills. [Online] 
Available at: https://www.dataiq.co.uk/article/marks-and-spencer-train-staff-data-skills
[Accessed 15 February 2019].
UK Essays , 2016. Marks And Spencers Organizational Structure Business Essay. [Online] 
Available at: https://www.ukessays.com/essays/business/marks-and-spencers-organizational-structure-business-essay.php
[Accessed 16 February 2019].
UK Essays , 2017. Marks Spencers Enterprise System. [Online] 
Available at: https://www.ukessays.com/essays/business/marks-spencers-enterprise-system-business-essay.php
[Accessed 12 February 2019].
Wood, Z. & Butler, S., 2018. Seven Reasons why Marks & Spencer is in Trouble. The Guardian, 23 May, pp. https://www.theguardian.com/business/2018/may/23/seven-reasons-why-marks-spencer-is-in-trouble .










image1.png




