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[bookmark: _heading=h.1fob9te]Introduction The process of searching, acquiring, documenting, and sharing business-related knowledge between the employees is called knowledge management in businesses. Similarly, the process of storing, retrieving and analysing business-related information is called information management in businesses (Al Shobaki et al., 2018). The process of information management in businesses is enhanced by using Information and Communication Technology. The report aims to deliver the effectiveness of the technology transformation programme that was enhanced by the British retailer Marks and Spencer in the year 2018. In order to do that the report will analyse the benefits that are being gained by the organisation by utilising the information system along with the description of the used information system. The ways the Information System is used by the organisation and is helping them to gain competitive advantages in the retail industry of the UK are also going to be described in the report. The challenges that can be faced by the organisation in the implementation of a new ERP system along with the implementable strategies to overcome those challenges will also be disclosed in the report. The report at the end will describe the steps that can be covered by M & S to implement a new ERP system efficiently. 
[bookmark: _heading=h.3znysh7]The way M&S benefits from using information systems After the pandemic of Covid-19, the organisation has been focused on the creation of a digital experience for the customers. The organisation has been shifted from a point-based plan that was enhanced by offering physical cards to digital experiences that has been enhanced by the organisation by launching some online services such as "Book & Shop" (corporate.marksandspencer.com, 2021). This shifting has been done by the organisation through the incorporation of a significant information system that is ICOS or Integrated Customer Ordering Service. Through the incorporation of the ICOS, the organisation has been increasingly efficient in dealing with the customers and the vendors. With the help of the mentioned information system, the business-related information is being managed more effectively than before by the organisation. In fact, the utilisation of the mentioned information system has provided all the employees of the organisation access to a common database by which effective control over the supply of outgoing as well as incoming products has also been gained by  M&S. 
Through the utilisation of this information system, the organisation has been able to support the frequency and spending of the customers more effectively. By storing the data of the customers and by managing them effectively with the help of the discussed information system, the organisation also maintains more personalised relationships with the customers. This has been possible for the organisation due to the launch of the new online service namely 'Book & Shop' using the mentioned information system, where over 10 million customers have already signed in as members of the scheme and the majority of them stay active. Through the utilisation of the mentioned information system, the personal requirements of the customers regarding the products including the expected quality, size, location, and timing of delivery are also being obtained effectively by the organisation. This is helping the organisation to bring increased satisfaction among the customers. After the incorporation of ICOS, in the year 2021, over 3.5 million people have downloaded the Smartphone application of Marks and Spencer globally. Currently, most of the sales of the products and services are being enhanced by the organisation online and it has been possible due to the incorporation of the ICOS. In fact, by enhancing sales via the application, a huge amount of cost is also being saved by the organisation as the application reduces spending for search and expenses required for the third-party marketing activities. 
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Figure 1: Weekly average app download of M&S
(Source: corporate.marksandspencer.com, 2021)
Due to the incorporation of the ICOS, it has also been possible for the organisation to facilitate the customers with digital payment solutions that is providing the customers with an easier way of paying the organisation for purchased products and services while enjoying the personalised and rewarding experiences at the same time. 
[bookmark: _heading=h.2et92p0]The information systems implemented by M&S and description of the input, processing, and output of such a system As mentioned earlier that Integrated Customers Ordering Service is the information system that is being utilised by Marks and Spencer. The information system is mainly being used by the employees of the organisation for a variety of in-store purposes. The data of all the products such as food, clothes homeware and others are comprised by the information system. In the utilisation of this information system, all the products are placed with unique identification codes that are utilised during receiving the orders from the customers. Therefore, the UPC numbers of the products can be considered as the input that is used by the organisation in the enhancement of business operation using ICOS. A significant role is played by the mentioned information system when the organisation faces a lack of availability of the products in the stores, needs special requirements in the products and the products cannot be displayed in the stores. 
The utilisation of the ICOS is done for multiple in-store purposes by the organisation. The unique UPC numbers of the products are used by the organisation to take the orders of the customers. Through the utilisation of the mentioned information system, proper inquiry of the orders including the status of the product in terms of manufacturing, availability in the inventories is being made by the organisation efficiently. The information system also provides the customers opportunity to edit as well options to update their orders. They can easily cancel the orders or change the location of delivery and that will automatically be displayed to the company's end. Through the utilisation of this system, the customers are also made aware of the special offers that are given by the organisation to the customers. In addition, by acquiring and manipulating the data about the products and orders, the order reports are efficiently made and displayed to the customers by the organisation which has been possible due to the incorporation of the ICOS (mbaknol.com, 2021). This way, the utilisation of the information system has made maintenance of effective relationships with the customers increasingly easier for the organisation. In fact, by obtaining and manipulating business-related data, multiple business-related tasks are being accomplished at much more reduced time by the employees of M&S through the utilisation of the ICOS. With this system, the employees of the organisation are also being able to observe the requirements and demands of the customers more effectively and that has proved to be effective to bring improved quality in the products and the ways of serving the products among the customers. 
[bookmark: _heading=h.tyjcwt]The ways IS/IT systems are used by M&S helps them to achieve a competitive advantage (Porter’s generic competitive strategy) In order to describe the ways, the ICOS is being used by Marks and Spencer, Porter's generic competitive strategies can be used. By conducting a thorough analysis on Porter's generic competitive strategies it has been analysed that through the incorporation of ICOS within the business procedures, M&S is trying to differentiate them from the other competitors of the retail industry. Through the utilisation of ICOS, the organisation is trying to be unique in the retail industry along the dimensions that are widely valued by the customers of the global retail industry (ifm.eng.cam.ac.uk, 2016). In the utilisation of ICOS, the organisation has selected the online purchasing habits of the customers as the attribute to become unique in the industry and has started to position them uniquely to meet the online shopping needs and demands of the customers. 
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Figure 2: Porter's Generic Competitive Strategies
(Source: ifm.eng.cam.ac.uk, 2016)

The main factor that influences the organisation to do this is the increasing online shopping habits of the customers as during the pandemic in 2020, 87% of the customers in the UK shopped online being afraid of the infection of coronavirus (Coppola, 2022). Following are the ways the ICOS system is being used by the organisation to be differentiated in the industry as a retail service provider that serves in a unique way:
Order Taking
The ICOS system is being used by the organisation by making it completely secure by protecting it from unauthorised access. After the incorporation of the mentioned information system, every employee of the organisation has been provided with unique IDs and passwords at Marks and Spencer. In order to get information about the products, it has been necessary for the employees at Marks and Spencer to input the given ID and password. As soon as a customer orders a product, the UPC code of the products are entered by agents in the system and after that, the details of the product are displayed to the system of the employees including the availability and prices of the products that are conveyed to the customers later. In the information system that is used by the organisation, there is a tool that can be used by the employees to save the details of the customers such as the name and the delivery address of the products. The toolbar also consists of information about the lead-time and billing of the products. Some of the products mainly the homeware is not displayed by the organisation at the stores, homeware, through ICOS, are being effectively displayed to the customers only and is delivered at their doorsteps efficiently as well. Based on the availability of their products that is being observed effectively by the employees with ICOS, the extension of product delivery time is also effectively being managed. The system automatically creates profiles of the customers with complete details as soon as they order products from M&S online. As soon as the required information about the customers is resaved by the employees, they start keeping the focus on the payment option that is available in the toolbar of the system. The employees of Marks and Spencer click the option and after that payment, options that reincluding cash, visa card, cheque and credit card are displayed on the screen on their screen by the system. After that, the customers are asked by the agent employees of the organisation about their selected payment options. After completion of these activities, the customers are provided with the printed receipts and transactions details along with unique customer codes. 
Order Enquiry
Through the utilisation Of ICOS, M&S is also facilitating their customers with modification of the orders. Due to the use of the system at M&S, the customers can efficiently enquire about their ordered products by just entering their unique customer codes. As soon as the customers enter the code, detailed information about the products are retrieved from them. The detailed information that are retrieved to the customers include the status of dispatch and status notes entered by the manufacturing department of the organisation. If required, receipt of the confirmation of the orders is often provided to the customers through the use of  ICOS by M&S. 
Order Upgrading or Editing
This option in the toolbar of the system facilitates the agents of the organisation with the addition or cancellation of certain products from the lists of customer orders. Through the utilisation of this system the details of the customers in case of change of the delivery addresses are efficiently edited by the agents of the organisation. The sipping dates of the customers are also modified according to their needs. Whenever requirements of alternation or amendment within the product arrive in front of the business, the agents just enter their employee codes and the information about the products automatically pop up on the screen of their systems. 
Special Offers
The organisation often offers special offers to the customers such as buy one get one free. Through the use of ICOS, the information related to the special offers are updated by the agents efficiently as the details of the offerings are already saved in the information system. The organisation cannot ensure that they can make all the employees aware of the detailed information about the organisational special offers, however, through the use of ICOS they can be assured that the employees cannot operate with lack of information about the special offerings because that type of schemes and offers are automatically comprised by the system (mbaknol.com, 2022). 
Order Reports
The orders that are taken by the organisation throughout a day are automatically saved in the information system that helps the agents of the organisation effectively retrieve the products as a whole based on their categories. By entering their codes into the system, the employees can efficiently be aware of the amount of products sold in a day and the status of the pending deliveries. This way, till a particular time in a day, the product details are efficiently reported to every organisational department of M&S through the utilisation of ICOS. 
Order Display Availability
Through the utilisation of ICOS, the employees of the stores of M&S are being able to serve the customers more efficiently. The fact is, the system consistently update the details of the products along with their availability, prices and others. In fact, due to the incorporation of this information system, all the stores of the organisation have been made networked with the other one that helps the employees of the stores be aware of the availability of the products in other stores of the business (mbaknol.com, 2022). This way, with the utilisationICOS, a loyal customer base is being made by the organisation globally in a reduced time than expected. 
[bookmark: _heading=h.3dy6vkm]Challenges for M&S in implementing a new Enterprise Resource Planning (ERP) system. The way they can overcome these challenges An ERP or Enterprise Resource Planning system can be defined as software used by businesses to enhance multiple business functions including accounting, HRM, sales and marketing. The following are the challenges that can be faced by M&S in the implementation of a new ERP system within their existing business procedures:
Managing projects
The process of implementing a new ERP system within the business processes require consideration of multiple phases including evaluation of proper planning and design, migration of data, testing, deployment, support and post-launch updates. In the implementation of a new ERP system, a requirement of enhancing meticulous project management can arrive in front of M&S as the process require the accomplishment of a range of critical tasks. In addition, for a successful implementation of a new ERP system, cooperation from all the organizational teams is necessary (corporate.marksandspencer.com, 2021). This process can prove to be challenging for M&S because each of the teams of the business is already juggling withtheir responsibilities in the existing ERP projects along with the other multiple priorities. This challenge of implementing a new ERP system can efficiently be overcome by the organisation if they start enhancing a strong project and people management procedure (Li-Man et al., 2018). In the enhancement of the discussed procedures realistic expectations, time frames and milestones should be set and aligned to the employees. The organization can also give efforts to enhance two-way communication between the organizational authorities to overcome this challenge as well (Faria et al., 2018). The process of change management in the implementation of a new ERP system can efficiently be enhanced by the organisation by making the executives and the top leaders of the business backing the overall process by providing innovative ideas of enhancing change efficiently. 
Planning projects
Being one of the largest retailers in the UK with vast investment capabilities there are chances that M&S will underestimate the importance of estimating time and budget for the implementation of a new ERP system. In fact, there are chances that to make the ERP system more effective for the business, additional features will be added that were not present in the plan. Due to the presence of around 81000 employees within the organisation, staffing needs in the implementation of the new ERP system can also be ignored by the organisation (assets.publishing.service.gov.uk, 2022). Controlling all these can arrive as a significant challenge in front of the organisation. 
However, this challenge can efficiently be overcome by the organisation by creating a clear as well as a realistic plan for implementing a new ERP system. Because, by creating a clear and realistic plan of applying a new ERP system all the possible speed bumps, minor cost overruns can efficiently be acknowledged by the organisation in advance. This way the decision-making procedure can make more simplified and the project of applying a new ERP system can be kept on track by the organisation. 
Integrating data
ERP system benefits M&S by providing access to a single and accurate source of data for the overall business. Migration of data is a key step in the implementation of a new ERP system for which the organisation has to move data from the older system to the new ERP database that is going to be implemented. For this, the organisation has to find all the data and that can prove to be challenging for the organisation in the implementation of a new ERP system. As M&S is a globally spread business organisation, therefore, it can be estimated the business-related data of the organisation are spread far and wide across the organisation (AboAbdo et al., 2019). 
In order to overcome this challenge, the process of well-planned data migration can be enhanced by the organisation that can prove to be helpful to complete the ERP implementation project within budget and time. 
[bookmark: _heading=h.1t3h5sf]A plan including the steps M&S should take to implement a new ERP system The following are the steps that are required to be covered by the organisation to implement a new RP system successfully:
Identification of goals and objectives
In order to bring success in the implementation of a new ERP system, the management of the M&S can identify the objectives behind the implementation of the new ERP system. In this step, they can determine the needs that can be fulfilled by implementing a new ERP system. 
Selection of project manager
After identifying the goals and objectives behind the implementation of a new ERP system, the management can select a project manager and provide the responsibility of ensuring that the process of applying the new ERP system will be enhanced smoothly. The professionals that have prior experiences in this process, or are aware of the importance of applying the system and have clear knowledge about their roles and responsibilities in the ERP implementation can be selected by the management of M&S (Pohludka et al., 2018). 
Selection of the suitable ERP software
All the ERP systems cannot provide the organisation same benefits. Therefore, the selection of the suitable ERP software according to the requirements of the business is a necessary step for M&S in the implementation of a new ERP system. 
Data migration
Data migration can be considered as a necessary step for the organisation that is required to be covered while applying a new ERP system. The factor is, through proper data migration the business operations can effectively be streamlined by them and absence of this process can make the organisation spend too much time to fix the bugs in the database (AboAbdo et al., 2019). In order to make the ERP system effective for the business, the unnecessary data from the older databases can be removed by the organisation before inputting them into the new ERP database at this step. 
System configuration
After the addition of essential data in the new ERP database, the organisation has to launch the new system and implement the new ERP solutions. After the installation of the new infrastructure, the organisation has to configure the new ERP system and optimise for the requirements of the business behind the implementation of the system. 
System testing
After the configuration of the system, the organisation has to ensure that everything in the system will work properly. This can be done by the organisation by being moved into the testing phase of the system. 
Employee training
After testing the new ERP system, the organisation should train the employees to ensure that they can efficiently use the new installed ERP software. At this step, the organisation can also hire some personnel that can train the employees efficiently regarding the uses of the ERP system (Ali and Miller, 2017). The training has to be provided to the IT teams of the organisation mainly that will be more responsible to handle the activities that can take place using the new ERP system. 
Hosting
At this step, the organisation is expected to go live and start coordinating all the business-related activities and resources to streamline the business operations effectively (sentrien.com, 2022). At this step, they are also expected to test the system to ensure the optimal working nature of the system. 
Timeline of the steps of applying a new ERP system
	Activities
	Time Frame

	Identification of goals and objectives

	3 days

	Selection of project manager

	3 days

	Selection of the suitable ERP software

	7 days

	Data migration

	15 days

	System configuration

	7 days

	System testing

	3 days

	Employee training

	7 days

	Hosting

	1 day


Table 1: Time Frame of the step of implementing a new ERP system
(Source: Created by the learner)
[bookmark: _heading=h.4d34og8]Conclusion It can be concluded that ICOS is the information system that has been incorporated by M&S within their business procedures. Through the utilisation of this information system, the organisation has been able to provide more personalised experiences to the customers. By providing the customers with more personalised experiences, the organisation has been able to attract an increased amount of customers for the purchase of their organisational offerings. The utilisation of the information system called ICOS is mainly being done by the organisation in the process of serving the customers online. By utilising the mentioned information system, the organisation has been trying to be established as a differentiated retailer from the other retailers in the global market. Managing the projects, project plan properly and integrating existing business-related data effectively are the main challenges that can be faced by the M&S in the implementation of a new ERP system being a widely spread business organisation globally. 
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