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Analysis using various strategies such as PESTLE, SWOT and Porters five forces will provide a clearer look at the environment in which John Lewis is operating in. It will also provide a better insight into how external matters may hinder growth. Understanding its strengths and opportunities and how John Lewis’s CRM system, may promote further growth.
The environment in which John Lewis operates in can be understood using a PESTLE analysis. PESTLE is a strategic management tool that is important to determine which factors impact the macro environment. The factors that make up PESTLE are Political, Social, Economic, Technological, Environmental and Legal. The impact of these factors influence decisions John Lewis may have to make. As an example: A Political factor that may have an impact is the uncertainty of Brexit. The chairman of John Lewis Sir Charlie Mayfield has said that “a Brexit would also hit consumer confidence and spending for as long as five years”. This quote indicates, business to consumer sales may be affected due to lack of confidence of the consumer. An economical factor such as increases in costs can also occur due to the supply chain management; this highlights another effect of Brexit. As the supply chain becomes difficult to manage, fluctuations with import and export duties along with shipping costs create an uncertain environment, business to business transactions can be affected and an increase in costs may occur. 
Social factors, such as brands are more desirable in today’s society. With the current trends in fashion, young and middle-aged people are more inclined to look for specific brands rather than standard or in-house brands. Technological factors as online competitors such as Marks & Spencer and even the fashion labels that John Lewis stock have their own online stores, this provides more choice for consumers, but john Lewis has to keep a close eye on the development and enhancement of their own online store by providing a better user experience with increasing speed and access. Legal factors such as employment law, health and safety and discrimination law, are laws that need to meet the rules and regulations imposed by the government. These factors can influence the way John Lewis operate their costs and can affect demand for their products. With the environmental factor, John Lewis sets out how the business perceives its responsibilities in terms of, community investments, environmental protection, workplace equality, diversity and dignity. To analyse its own position in the market John Lewis can implement, Porters five forces as a strategic management tool.
Porter’s five forces model specifies five individual forces that form the competitive environment. Using this model John Lewis can identify its competition and assess its sustainability. Porter’s five forces help to identify where power lies in a business situation. This is useful both in understanding the strength of John Lewis’s current competitive position and the strength of a position that John Lewis may look to move into. Currently John Lewis falls in to two categories within porters’ model, cost leadership and differentiation leadership, as it can produce a chosen product more cheaply than competitors or undercut, as well as sell for the same price as stated by its famous pitch of “Never knowingly undersold”. Differentiation leadership as it produces similar products as its competitors but is clearly different, e.g. it is better quality, novel design, or carries a brand name. Customers will be prepared to pay more for its products than the competition. Using these models John Lewis can develop its value chain, by inputting data and analysis into its CRM system to further enhance and help growth. Conflicting as it may be, John Lewis will need to use its CRM systems to greater effect as to what consumer needs are and implement accordingly.
Strengths of using CRM systems in John Lewis is that, the system can retain customer information and by doing this John Lewis can provide a better personal experience for the consumer. The CRM system enables data from personal shopping to be more tailored to the individual and can make online shopping a far smoother and personal experience. An example: if a customer wanted to book an appointment at John Lewis for a consultation, the CRM system makes it possible to see exactly what is available, this is due to the efficiency of the CRM system which works in real time with its online store.
There are also weaknesses to the CRM system at John Lewis. As an example: data breach in the CRM system can be a risk. Significant information about sales data, credit card information, banking and possible details about John Lewis’s customers. CRM systems can store large amounts of regulated and confidential information. This can result in huge losses for John Lewis. CRM systems require investment to maintain, given that software tends to slow down or even malfunction, specialist engineers are then required to solve these issues. This can cause huge delays to service and might result in disgruntled customers.
Opportunities that the CRM system provide to John Lewis and its stakeholders, is the opportunity to understand its customers better and provide service of higher quality. It also promotes customer loyalty through the use of clever personalised features on its online store, which enable John Lewis to engage more effectively with its customer base. The CRM system in large enables optimization of all business processes which help managers to make better decisions, saving time and increasing work efficiency.
Threats to the CRM system at John Lewis can stem from its competitors. As companies such as Marks & Spencer advance in the use of new technology, John Lewis will need to invest in new IT systems, that can compete with the ongoing threat of its rivals. This push to introduce new ways of utilising CRM systems can make current CRM systems redundant. Training of employees to effectively use these systems will be required, as new technology demands further knowledge and skill.
By using CRM systems to enhance relationships, John Lewis can build ties with its customers through information and learning. This in turn will give John Lewis the knowledge to customise products that suit the customers’ needs on a one-to-one basis and thus create a differential marketing strategy.
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When you're part of it, you put your heart into it

At John Lewis & Partners, we're more than employees -
we're owners. That's why we're all called Partners. And
that's why we all go above and beyond to offer quality
products and outstanding service to the people who
matter most - you, our customers.

Because for us, it’s personal.
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