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Benefits & Drawbacks of John Lewis CRM System

John Lewis CRM system allows them to collect data on their customers and their preferences, by collecting information which allows them to target profitable customers with products and services. Through CRM John Lewis can improve Customer Service by having better customer interaction, they can be more efficient because they have easy access to information which helps staff deal with queries quickly.
By improved customer service John Lewis can gain customers’ trust and improve the quality of their products and services and build better relationships with existing customers. The CRM systems allows them to have a direct communications link with their customers through their “My John Lewis” Loyalty Scheme.
Giving customers the opportunity to give feedback allows John Lewis to improve their services and customers feel that they are being heard.
The CRM system also benefits John Lewis by helping them to increase their customer base by advertising their offers and rewards they can gain more customers.
All these benefits help John Lewis to increase their profits by having repeat customers, cross selling and holding more events. Also, as John Lewis continue to grow the “My John Lewis” scheme, they will continue to increase profits.
Some of the drawbacks are the cost of IT system, system upgrades, training and data breach. In 2018, John Lewis reported a 99% fall in profits for the first half of the year, they blamed this mainly on increased IT cost (Butler 2018, Macdonald 2018). Although John Lewis have not had any data breaches to date, it is still important to make sure customers’ information is secure. Data breaches could lead to fines, loss of customers trust, loyalty and damaging John Lewis brand.
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