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Benefits of John Lewis CRM
John Lewis came up with a plan to introduce their CRM system in 2013 called “my John Lewis” programme. The purpose of this programme was to create a seamless experience for their customers to better understand their preferences by which they can track the customer needs and develop themselves accordingly. (John Lewis & Partners, 2013).
The CRM system will help John Lewis to provide a personalised service for their loyal customers such as exclusive events and rewards.
The General manager of marketing operations Steve Sweeney mentioned that the band has made a significant change to its CRM strategy by operating through agency instead of internally.  (Smith, 2014).

Drawbacks to John Lewis CRM system
· According to Giuseppe Sollazzo in 2017 he purchased a camera from John Lewis website after his purchase he received a call which he found out was from John Lewis customer service to answer a few questions. One of the questions was to confirm his bank details which was suspicious. Giuseppe then tweeted this and found out that John Lewis online site was hacked. (Sollazzo, 2017). 
· John Lewis old IT system makes it impossible to solve some of the problems.
· There is constant pressure on their employees to meet their targets even if they have to get the complaining customers off the phone. (Collinson, 2015).
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Recommendation 
John Lewis should cater towards the younger demographics and more healthy food with competitive prices like Tesco and Asda. 
It is recommended that John Lewis involve social influencers in their campaigns to attract the younger demographics and to compete against online stores such as Boohoo and Asos. 
[bookmark: _GoBack]
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SWOT Analysis on John Lewis

Strengths Weaknesses

John Lewis has a brand name which holds | > They lack competitive advantages

alarge number of loyal customers. > Lacks of experience to expand the
Encourage loyalty and good customer business infernationally.
service. > Compefition from Tesco, Asda as they are
Personalisation and built-in customer more affordable.
feedbacks.
Opportunities Threats
New product line could have been > The current age group customer for John
developed for younger demographics. Lewis is over 40's
Meet the rising demand of customer by > New technologies developed by the
focusing on providing more healthy food compefitors.
options. > Rigorous laws and regulations.
> Brexit
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