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[bookmark: _Toc99801703]Introduction
In the modern context of the business knowledge and information management play a vital role in the business. In this report the company, M&S id taken to analyze the advantage of the knowledge and information skills in the workplace. a large number of benefits are utilized by the company, M&S by using information management system. As the main aim of the companies is to satisfy the customers so, information management helps the company to know about the customers and it also helps in providing customer services. In this report a large number of benefits of benefit of using information system in M&S is elaborated. In order to manage the large size of the company, it is necessary for the company to implement information and knowledge management skills (Ferraris et al. 2019). It does not only help the company to make the business compatible with the modern context of the businesses but also helps to get a competitive advantage in the market. The ICSO technology helps the company to get benefits in managing a large number of customers in the business. The input processing and output of ICOS helps the employees to perform various tasks in the stories in a smooth way. the entire process of ordering from supply goods to the customers is maintained by the employees of the company with the help of the ICOS. Various competitive advantage is also enjoyed by the company with the help of the IT system. All the details of the products and services are maintained through digital; technology which does not only reduce the error of humans but also helps to make the customers satisfied. With the help of modern technology, the companies also manage their skills as well as able to enhance the skills of the employees. The effect of this is falling in the profitability of the business. Although various challenges are also faced by the company due to the implementation of the ERP system, but the benefit of this system is very effective. The growth of the business is also possible through the Technology Transformation Program of the M&S (Upadhyay, Kumar &Akter 2021). 
[bookmark: _Toc99801704]Benefits of using information system in M&S
Information management plays a vital role in the development of the business (Ashrafiet al. 2019). It is also beneficial for the company to manage the customers’ large orders. Various benefits of using Information system in the company, M&S is discussed below. 
Order handling: The company is facing several backlogs in processing a large number of complaints and processing which is increasing rapidly. The information system helps the company to move ahead in the present competition in the retail industry (Nanda, Zhu & Zhang 2021). It does not onlyreduce the time of the customer service and processing of the orders of the customers but also solve the financial issues of the company accurately. It helps to remove all the obstacles of the business regarding customer services as well as helps to meet all the requirements of the retail business (Amado&Belfo 2021). It automatically updates all the business information. The development team of the company is able to connect all the stores in a single database so that the products and the management-related information is shared in all the stages of the employees. Thousands of data of the products and services are also maintained by the information technology. Taking orders, processing of orders, dispatching of the products, stock control, order prices, stock location and the locations of the customers are also managed through the information system. All the products are entitled toa unique identification code and it helps to find the product easily (Donaldson 2021). Order taking, enquiry of the orders, Editing or updating of orders, special offers, order reports, availability of the orders display, etc. is also possible through this. 
Supplying real-time data to the customers and the management of the business: Through information technology, all the data of the products and financing is updated automatically. The customers are able to see the availability of the product. The managers get the current data of the products and the profits of the company in each of the shops as each shop are connected through a common database (Tien et al. 2021). Information technology is essential for all the elements of the business from marketing to finance. 
Better communication: In order to create a customer-centric business, it is necessary for the company to do effective communication with the customers. In addition to the communication with the customers, it is also necessary to communicate with the team members and each shop manager of the company. With the help of the information system, the same data is almost available to all the team members and shop managers at the same time (Chen, Lv&Song 2019). Saves time in the mismatching of data between the departments and the system. 
Reducing the risks of human errors: Whole the information is passed through humans then there is a chance of errors. But information system helps to supply more accurate data to others and will not have to replicate. There is less chance of human errors being made in the business. It also reduces the chance of human errors at the time of decision making. 
Enhance productivity: The productivity of the employees implies the productivity of the business (Autor & Salmons 2018). The information system helps to save the time of the employees and they are able to spend more time on the innovation and implementation of the various strategies in the business. It creates a great impact on the productivity and profitability of the business. 
One secure location: It helps the employees to get access to all the information in an easy way because all the data is stored in one IS. Most of the leading businesses make restrictions on the information available to all stages of the employees. The information system also helps the company to give access to individual employees regarding sensitive information (Aldawood & Skinner 2019). In this case, the information is shown only to those who need it. 
[bookmark: _Toc99801705]Input, processing and Output of ICOS
Integrated customer ordering services is one of the information systems implemented by the company, M&S. It is used by the employees of the company to perform various functions of the store. This Information technology comprises all the information regarding products like food products, home appliances, clothing, etc. UPC number is used for ordering which is a unique identification code provided by the company in each product (Frith 2019). The availability and unavailability of the product are also checked through this UPC.  ICOS helps the company to remove various barriers of the business. 
At the time of the ordering of the products, the integrated customer ordering service takes an automatic update of the products and the financials (Katsikeas, Leonidou&Zeriti 2019). It helps the management and the team members to get an update of the products at the same time. This software application help to fulfil the orders from the order taken to the delivery of the product to the final customer. It helps to minimize human errors and enhance the satisfaction level of the customers. This software stores as well as share the data with others according to the orders given. Tracking the order also helps to maintain the stocks. In addition to this, the order management system is also included in this. The sort out of the important review and complaints of the customers is also maintained through this software application. 
Automated warehouse processing is also included in this information technology (Caro & Sadr 2019). It does not only develop the accuracy of the services provided to the customers and the employees or the team members but also decreases the time requirement. The managers and the other employees of the company can give more time to the development and expansion of the business. After, placing an order by a customer this information technology starts to work. At first, this technology confirms whether the product is available in stock or not. After that, picking the item from the inventory, this information system sends the product to the sorting area. After completing this stage, each order is compiled, packed with care, labelled and shipped to the given addresses of the customers. All the financials of the company are also updated after each and every delivery of the products. The inventory of the stocks is also updated after the placement of the individual orders. It reduces human errors and no false information regarding the availability of the product is given to the customers. A more reliable shopping experience is enjoyed by the customers by this information system. All the moving parts of the business in synced through this information system. The refund and return of the products are also calculated by this technology. The supply chain of the company is also dependent upon t6his software. So, it can be told that the importance of this information software, Integrated customer ordering services is very high and it helps the company, M & S to get a competitive advantage in the retail industry (Ng & Yee 2020). 
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According to IfM (2022), There are two types of advantage in competition a firm can be possessing i.e., differentiation and low cost. These two types of advantage in competition connected with the activities' scope for which a firm finds to conquer them guides to three strategies that are generic for the achievement of above performance in the significant industry. Those three strategies are differentiation, cost leadership and focus. The strategy of focus has two types of variants, differentiate focus and cost focus. These are referred to as Porter's generic forces and all of the above reasons are going to prove the fact that by the utilisation of this strategies, M&S will be having competitive advantage regarding their newly introduced IT systems that will be helping them in achieving this criterion. 
[bookmark: _Toc99801707]Low-cost Leadership
According to NYOKABI (2019), Organisations who are pursuing a strategy of cost leadership maintains and attains a position of low cost by the employment of capabilities that are unique for achieving high amount of efficiency. The IT systems that the company, M&S, have will be helping them in attaining this strategy much more efficiently. The company will be able to achieve the lowest prices and lowest costs on operations. For example, if the company implements a new management of supply chain system, it will be having an incorporation of an efficient system for customer response to directly connect the behaviour of the customer to production and distribution and the chains of supply, assisting distribution costs and lower inventory. According to Bourgeois (2019), an information system is considered to be the set of components that are interrelated that process, collect, distribution, source information for supporting the making of decision and control in a particular organisation. The IT systems will be creating competitive advantage by providing the companies with ways that are new for outperforming their rivals. By the implementation of the IT systems, M&S will be reducing cost of a business risk. The company can be automating all of their tasks. This will be reducing the level of human resources that are required by the company for completing all of their operations and as an outcome reduce the cot price of making a product. By the implementation of this technology, M&S will be able to provide their products to the customers. The company has launched the transformation programme of Technology in the year 2018 and as this is launched for achieving the approach that is customer centric, it will be providing the customers with the products in a much lower cost. This will be collecting the information of each customer and thus each and every aspect of customer needs will be maintained without any reduction of the quality of the products. These IT systems will be helping the company in providing the customer with the desired product at a much lower price and this will be assisting the company in having a competitive advantage over their competitors with better results. 
[bookmark: _Toc99801708]Product Differentiation
According to MBAH et al. (2020), the strategy of product differentiation can be referred to as the different provision and quality that is superior of commodities by the firms for improving the utility of the consumers and strengthen the loyalty of the customers. By the utilisation of the Information systems, it will be enabling new services and products or greatly change the convenience of the customer in using the services and products that are existing. With the help of all the information and knowledge about the product that is existing or create a new one will be assisting the company in attracting a greater number of customers as they were before. For example, M&S deals with the department of clothing and with the utilisation of Information Systems, they can be much more creative regarding their products that are existing already in their collections. This will be done by the help of the information of all the trends that are going among the targeted customers and providing necessary changes to that product. 
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According to Akintokunbo (2018), focusing is based on the selection of niche in market where the buyers have preferences that are distinctive. A strategy that is focused on the market will be enabling the business of M&S in dominating a niche by focusing on the part that is limited regarding a product they offer in the market. Using the Information systems will be enabling the company in focusing on the specific market that they are in altogether and serve down this narrow market that is targeted much better than the competitors. The Information Systems assists this strategy by analysing and producing data for sales that are tuned finely and the techniques of marketing. This will be providing the company in having better techniques like promotion to support the objective of gaining competitive advantage against their competitors. 
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According to Osnes et al. (2018), the implementation of the systems of enterprise within the organisations has received much amount attention in the research of Information System and according to AboAbdo (2019), the system of ERP promises integration that is flawless of the processes in business throughout the significant organisations. One of the major challenge the company is going to have been the approval from the top management. The majority delay in the process of implementation of ERP systems happens because of the high authorities' slow processing. For better implementation, complete involvement of the management that is in top is essential in the implementation of ERP. The quicker they will be able to implement the software of ERP, the quick better results can be expected. The process of integration is also another significant challenge that the company can be having. This type of challenge usually happens in those organisations which have multiple amounts of divisions and as it is known that M&S deals in many divisions in their operations, this probability of this happening is quite high. For avoiding this, the selection of the right ERP integration process can be helping them in easing up the operations that are done on a daily basis whereas any kind of integration that is unwanted can be delaying the process and might be affecting the outcomes. 
According to Fernandez (2018), the actual utilisation of this kind of system is to help in the process of work of the company who deals in manufacturing and for this the staff needs to have the right knowledge on how to use this and this knowledge will be coming from proper training thus it can be said that appropriate training is much important. After and before implementing a new system of ERP, all of the staffs need to be educated adequately about the functioning of this system. There might be any kind of resentment coming from the employees in accepting the new systems of ERP although this kind of training can be taking care of by appropriate training and good amount of motivation. Another challenge that needs to be talked about is the quality of data challenge. Since ERP is on the verge of exchanging the systems of legacy, it will be creating issues of data migration. Data collected by the systems of legacy may not be compatible enough with the systems of ERP. This can be overcome by proper amount of planning before any kind of implementation is done. This will be providing the company with clear picture associated to various modifications that the system which is new may be inquiring for. For example, Mike launched an implemented a new solution of demand planning without appropriate testing before coming live. Nike faced failure on the ERP and spent $400 million and addition to that they lost a total of $100 million in their revenue, their price in stock fell by 20% and they had received many lawsuits that are class action.
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Figure 1: The phases for the implementation of a new system for enterprise resource planning in Marks & Spencer

(Source: Author-made, adapted from Jirava & Toseafa 2017)
The enterprise resource planning system can streamline and automate the processes of the organization with a lean, accurate, and efficient operational system, and can improve knowledge management. The evaluation, the adoption, and the routinisation of the ERP systems would be required for the company to implement the system (Junior, Oliveira &Yanaze 2019).
 It was important to choose a system that is suited to the requirements of the company. They can choose an ERP system that can standardize the processes, with the use of data updates in real time, streamlining of the compliance of the retailer with an integrated electronic data interchange, boosting the management of the supply chain by the inventory management systems, increasing visibility into the processes of the company, with the optimization of purchasing decisions, and the management of the retail experience of the consumers. The ERP project team would require the help of the executive sponsor and should have representatives from the departments who are going to use the system, and external experts, along with a IT report writer to document the proceedings.
According to Jirava & Toseafa (2017), it is important for the ERP system implementation to be a systematic process that has definite steps. Having an integrated process of implementation can help in integrating the systems along with the customer relationship management system, e-procurement, as well as the product lifecycle.
Designing would require knowledge of the current workflows and the technical knowledge for making them more efficient (Elezabeth 2019). The gap analysis can help with the identification of the intricacies of the process and the nuances of the operations of the enterprise that may warrant modifications of the ERP system.
After the designing of the processes, the development step includes the configurations and customizations of the software being used for the processes that have been redesigned. In this step, learning and training materials should be developed for helping the users in smooth transition to the new system.
Testing and debugging of the software would be run to check for any issues in the new ERP software that is going to be implemented.
Deployment is the stage in which the system is finally implemented in the organization. The systems should not be completely changed overnight to ensure smooth transition for the departments.
In the final support step, the ERP system would be used for ensuring that the business will be able to achieve the required benefits, with the user feedback being accepted for regular updates to the software.
Table 1 shows the timeline for the stages of the implementation.
Table 1: Timeline of Stages
	Phase
	Time Period

	Discovery and Planning
	2 months

	Design
	2 months

	Development
	4 months

	Testing
	1 month

	Deployment
	2 months

	Support
	As long as the system stays in operation


(Source: Author-made)
[bookmark: _Toc99801712]Conclusion
At the end of this report, it can be concluded that M&S is a large company and the use of the information system make the company profitable and developed. In order to geta competitive advantage in the industry, the information systems of the company play a vital role in this. Customer satisfaction is one of the best ways of enhancing the loyalty of the customers towards the business. by using ICOS technology the company is enjoying the competitive advantage in the industry. Customers want to get all the modern facilities from the company and the information system helps the company M&S to do so. By using IT system, a company can enjoy a large number of benefits like low-cost leadership, focus on the market, product differentiation, etc. Challenges faced by the company in the implementation of the ERP are also discussed in this report and a recommendation is also given that helps the company. The internal and external environment is also in favour of the company’s growth. The company is thinking about long-term sustainability and the information system is one of the best strategies that help the company to get the best advantage in the market. The cheaper prices and the quality of the product attract customers. A large customers base of the company is also created through this. The information system helps the company to overcome the weakness and difficulties of the business. With the help of the information systems, the management and the higher authority of the company is able to utilize the combination of strength and strategy. It helps the company, M&S to turn the threats into opportunity for businesses. 
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