[bookmark: _GoBack]A retailer’s connection with their customer is crucial to repeat store visits, brand loyalty and ultimately sales conversions. There are many ways to engage with today’s consumers as there are many channels in which they can be interact with the company as it engages employees through social media sites, such as Facebook and Twitter. It can provide the customers with news on products and services, as well as any ways they can benefit from the company’s operations.

· It also provides real-time feedback to customers via these sites. 

 Marks & Spencer announced the selection of data science company, Starcount, as part of its continuing programme to modify its five-year transformation plans. This partnership will help improve customer understanding and perception through personalisation of M&S’ loyalty and CRM programmes including their Sparks card, a new ‘Members Club’ which includes bespoke offers and priority access to sales for those that sign up. Sparks currently have over 6 million members, this being a key tool for customer insight and engagement is essential in collecting data on shoppers and using the information to personalise discounts and rewards and shopping habits.
 The unveiling comes as rival competitors simplify their own reward cards and schemes, including Morrisons, which recently publicised campaigns to revamp its problematic Match & More loyalty scheme, and Tesco, which has unveiled a price-matching system offering an automatic discount at the till rather than vouchers.
 One of the biggest drawbacks to a CRM system is the cost. There also must be a separate department in place to deal with maintenance of the CRM system.
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