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Executive Summary
Within this report there will be an examination of Marks and Spencer’s engagement with its customers, it will highlight the benefits and disadvantages for the company operating CRM management and for the customer who are receiving it. It will show the processes that Marks and Spencer use to engage with customers using touchpoints to gain trust and loyalty and using different methods to keep customers coming back to the company offering discounted prices and loyalty cards for return shoppers. It will also analyse how ethics and sustainability can impact business success and determine whether using good ethical and sustainable behaviors could impact customer relations. Showing how quality monitoring, quality control and quality assurance models can enhance product satisfaction for the customer and the processes that companies need to follow to ensure the quality of its products to increase customer relationships, and how segmenting the market correctly will create better sales margin.  















Content Page
1.0 Introduction……………………………………………………………………………………….pg 4
2.0 Findings…………………………………………………………………………………………pg 5-15 
3.0 Conclusion……………………………………………………………………………………….pg 16
4.0 Recommendations……………………………………………………………………………pg 17
Reference list……………………………………………………………………………………pg 18- 21





















1.0 Introduction
 This report was requested by the C.E.O of Marks and Spencer, it was requested on the 12th of January 2021. The purpose of the report is to critically analysis Marks and Spencer and the way the company engage and form relationships with the customers and what has been put in place to draw in new customers whilst still engaging with the organisations most loyal customers. The report will be written by the marketing executive. This report will be looking at Marks and Spencer strategies to focus on and the engagement with Customer relationships, Ethics, Sustainability, Quality and Segmentations and the problems the company faces with competitors. The report will use secondary resources such as journals, books and websites and will be submitted on the 19th of March 2021.

















2.0 Findings
 2.1 Organisations Background  
 Marks and Spencer were first opened as a market stall in 1884, by Michael Marks and Thomas Spencer. By the 1900s Michael and Thomas had opened 12 stores and several market stalls. It is a multinational retailer selling products such as clothes, food, and home products. Growing from strength to strength the founders allowed customers to browse with no pressure to buy giving customers the chance to experience what the company had to offer, unlike other companies. After the war Marks and Spencer brought some glamour back to retail and carried out several surveys to get knowledge from the customers. Offering food and clothing the company grew into the successful company that we have seen for many years. Marks and Spencer have many stakeholders within the company four of the most important ones being the employees, customers, suppliers, and the financial stakeholder ‘Schroder Investment Management Limited, with ownership of 8.1%.’ (https://simplywall.st/stocks/gb/retail/lse-mks/marks-and-spencer-group-shares/news/how-many-marks-and-spencer-group-plc-lonmks-shares-do-institutions-own. 2021) Without these vital stakeholders, the company would not be as successful. Internationally based in 29 countries with aims to open more stores Marks and Spencer are set to achieve the goals. Before the worldwide pandemic, the organisation had struggled to make targets, but still were making profits. According to https://www.statista.com/statistics/1135830/grocery-market-share-of-marks-and-spencer-uk/#:~:text=Grocery%20market%20share%20of%20Marks%20%26%20Spencer%20in%20the%20UK%202017%2D2020&text=As%20of%20the%2012%2Dweek,0.2%20percentage%20points%20from%202017 2021 ‘As of the 12-week period leading up to April 18, 2020, Marks & Spencer had a share of 3.1 percent of the United Kingdom’s grocery market, a decrease of about 0.2 percentage points from 2017.’ Here is an overview of the whole organisation for 2020 ‘£10.2bn (-1.9%) Group revenue £67.2m (-20.2%) Group profit before tax £403.1m (-21.2%) Profit before tax and adjusting items 3.9p (-70.7%) Total dividend (No final dividend for 2019/20)’ (https://corporate.marksandspencer.com/annualreport. 2021).   
 2.2 Customer Relationship Management 
 ‘CRM helps businesses build a relationship with their customers that, in turn, creates loyalty and customer retention. Since customer loyalty and revenue are both qualities that affect a company's revenue, CRM is a management strategy that results in increased profits for a business.’ 
(https://www.forbes.com/sites/forbesagencycouncil/2017/10/24/why-is-customer-relationship-management-so-important/?sh=54eaa79d7dac. 2017).
 CRM is something all companies use to engage and keep the customers interested in the business and keep customers happy. It is used to form and build relationships and keep individuals shopping at the stores, without customers there are not any sales, and this is something no organisation wants. Forming bonds and knowing what individuals require from the company is essential as no two customers want the same deal out of the company. Drawing new and loyal customers to their stores is what is important for the organisation to strive and hit sales targets. If they do not consider want individuals want from them, customers may be lost to competitors. 
Advantages and disadvantages to the organisation
 Customer Relationships within companies have advantages for sales and knowing what areas customers are interested in but also pose disadvantages with the staff needing more training and paying for extra technical equipment to store data, however, if this system was to stop working all data stored may be lost. Using CRM to gain customers and stay loyal to the existing one, companies will have to ensure that the knowledge and understanding of what individuals require from the business will encourage sales and boost productivity levels. Without spending a lot of the company’s money on technical support this is not doable, the company’s need to frequently update data to ensure the organisation are meeting the customer's needs.
Advantages and disadvantages to the customer  
Advantages to the customers benefiting from CRM are offers from the company giving discounts, early sales access, and bigger advantages on loyalty cards. However, it can lead to customer information being breached if not handled correctly which would cause a breakdown in the trust of the customer. 
Touchpoints 
[bookmark: _Hlk66198786] Marks and Spencer use data stored to enable the best quality clothing and luxury foods at affordable prices. Using touchpoints to gain customer knowledge is essential for Marks and Spencer as this is how the company makes sales and engage with customers; the company must correctly use the right advertising strategy to promote the products. Marks and Spencer use ‘print media, TV and mobile advertisements as well as social media and own website to promote upcoming sales, products and new lines of clothing. Offering the most loyal customers even bigger discounts when sales start, where customers could pick up extra points on the sparks card. Increasing trust between customers and the organisation is what Marks and Spencer want and whilst using these techniques it offers the company knowledge and understanding of what products to offer individuals for customer satisfaction. (Team, M. 2020). 
 ‘Customer Relationship Management software makes it possible for a company to leverage the data they collect. The software which focuses on CRM can track the located trends, track the company’s sales, and automate various interactions taking place within an organization…’ (https://infinigeek.com/8-advantages-disadvantages-using-customer-relationship-management-software/. 2019).       
 Understanding the need to form and hold on to customer relationships Marks and Spencer, hold loyalty cards for the customers where the organisation offers exclusive deals which will be personalised for everyone. For people who hold a ‘sparks card’ Marks and Spencer will donate money to the chosen charity each time the customer scans the card offering the customer more value to the company. (Marksandspencer.com. 2021). Forming these relationships with the customers Marks and Spencer knows this is key to business success, acknowledging the customer with rewards and early access to sales brings the most loyal customers back through the door and this is essential for the company to survive.  
 In 2018 Marks and Spencer said that using a strategy that would enable the company to evolve, engaging with plans to increase the knowledge of the customer and introducing personalised loyalty cards and engaging more with forming relationships through the M&S’s sparks cards. The card system already has over 6 million loyal customers and is an essential way to engage and interact, so that the company can become a digital-first company. Using Starcount technology Marks and Spencer will ensure the use of different approaches and software to understand what the customer wants and ensuring to be up to date with new ideas for the future. (MARKS & SPENCER, 2018). 
 Starcount brings relevant data to companies allowing new ways to connect with customers, using a variety of new marketing tools starcount collects the data needed for Marks and Spencer to retain sales and target what individuals want and require from the company, forming that important bond between the company and customer. Starcount says that all customers that enter stores all want different services and cannot be treated the same. Companies should understand that just because customers have brought from the company before does not mean that customer will return. (Starcount. 2021).     
2.3 Ethics 
‘Ethical corporate social responsibility programmes focus on ensuring that all stakeholders in a business receive fair treatment, from employees to customers.’ (https://www.thegivingmachine.co.uk/corporate-social-responsibility-simple-guide/#:~:text=Ethical%20corporate%20social%20responsibility%20programmes,treatment%2C%20from%20employees%20to%20customers.&text=Ethical%20CSR%20considers%20every%20level,directly%20working%20for%20the%20business.2021).
Ethics in a CRS setting is essential for all organisations, it is what the company will stand and fight for. Business ethics is what all organisations practice within the workforce, all companies have a code of conduct which should be used to follow whilst making decisions about the way the company is run, this forms bonds and trust within the workplace towards management, employees, and other stakeholders. When companies break these rules, it is often branded an unethical business because the business is showing bad practice, as companies codes of conducts are usually what the company state that is done but is not set-in-stone by authorities. However, some researchers have different views on ethics, and looking at these views creates what people believe to be true within the code of conducts and what the organisation believe to be true.    
 Bbc.co.uk. 2021 say that ethics is simply a set of good values, which will help and guild people to make good decisions. Ethics is about what is important for the company and its stakeholders. 
Business Ethics is essential for any company, managers, team leaders and shareholders have an extremely important role when it comes to moulding the culture for the organisation. This can be a positive way to influence the community surrounding the business. (University, S. 2021).
 But Alvernia Online 2017 believes that companies that stand with excellent workplace ethics bring more to the company and ensure the workplace is somewhere that individuals feel secure and appreciated. Managers can lead good examples and build a welcoming workplace setting that will ensure the stakeholders, the company and employees are looked after.  
CRS theories such as Carol’s (1991) and Friedman’s (1970) acknowledges working ethics with the models. Carol’s CRS pyramid is set out using four different layers of responsibilities. First, the organisation needs to be making a profit to survive, then some rules and regulations need to be obeyed, following rules must be done morally and ethically for the safety of the suppliers and staff, and then how well the company gives back to the local community, employees, and charities the company deal with. 
 Where Milton Friedman’s (1970) thought that companies only objective was to be making a profit and that the businesses did not need to worry about the social aspects of employees. Greenbiz.com. 2006 say that Milton Friedman (1970) argued that companies only aim should be to archiving maximum contributions for its stakeholders. However, Friedman says that organisations that embrace important approaches could face more pressure than businesses that did not.     
Advantages and disadvantages to the company and customers 
 A code of ethics is essential for all businesses, posing advantages and disadvantages to the company. For example, it is key for organisations as it helps maintain a better and healthier environment but the cost of this is substantial and the company would have many overheads such as training and communicating the code of ethics. If the companies code of ethics were disputed within the workplace it would create happier employees for the company, and this could create an advantage for customers and create more customer loyalty. Disadvantages for customers would simply be the cost the customers are paying for items as the company would be paying more for the ethically sourced investors. (Dominion. 2018).
2.4 sustainability 
 ‘Sustainability is a business approach to creating long-term value by taking into consideration how a given organization operates in the ecological, social and economic environment. Sustainability is built on the assumption that developing such strategies foster company longevity.’ (https://www.imd.org/research-knowledge/articles/why-all-businesses-should-embrace-sustainability/. 2016).
 Being a sustainable organisation in a CRS setting allows companies to gain trust and loyalty through the workplace allowing staff to work in a warm and safe environment ensures trust from other stakeholders and the local community, creating more opportunity to grow. 
Myclimate.org. 2021 says that the approach of sustainability is based on connections of the ‘environment, society and economics.’ Developing sustainability is vital not just for the protection of the environment today but for society to act for future generations, and that economic well-being and society play an essential part. The requirement of this needs a continuing approach, where a basic change will reduce the ‘environmental and resource consumption’ to a level that is at a continual level whilst still supporting economic achievements and social cohesion. 
 However, Harvard Business Review 2011 acknowledges that products that cost less for organisations to buy are damaging the environment, rather than paying more for a more sustainable product. But a higher sustained product does not mean a higher price for the company’s customers but has a much less of a damaging impact on the environment, gaining trust and loyalty from their customers.
 A sustainability model that can be implemented to ensure the company is being sustainable is the triple bottom line model, created by John Elkington in (1994), this model enables a business to concentrate on the 3Ps which are people, planet, and profit. When companies are sustainable it means ensuring the protection and maximisation of the benefits to the people, the planet, and profit. Producing profit without the misuse of materials encourages respect that is needed on the planet. The theory triple bottom line is a concept that an organisation can use to create independent crucial assessments, showing companies what needs attention. (FutureLearn. 2017).
Benefits and disadvantages to the company and customer   
 Being a sustainable company comes with many advantages and disadvantages, being sustainable will reduce the impact on the planet by recycling and using sustainable material, which enhances the organisations appearance improving customer relations and attracting new customers. This would be at a higher cost to the business which may lead to products costs being increased.
Are Marks and Spencer and Tesco Sustainable
Marks and Spencer are known for its repetition of high standard goods, but within the last few years, research has found that the company are not as ethical as it may seem. Ethical Consumer 2018 states that when investigating Marks and Spencer it showed many ethical problems within the company and that the rating was lower than expected. Areas such as ‘climate change, human rights, workers’ rights, and animal rights’, scored under what was expected.   
 Compared to its competitors Tesco which around 2019 were using a supplier that had been caught supporting slavery activities, this was a big scandal for Tesco with suffers working for as little as 50p per day, working on lands such as farms and poultry factories. Where Marks and Spencer were found to have high standards when it came to their supply chain. At Marks and Spencer, they scored the highest rating for the environment however, Tesco were also investigated for using toxic chemicals within its electric devices. (Ethical Consumer. 2018). 
At Marks and Spencer, the researcher believes that the company uses parts of carols theory to the way it looks after the planet, delivering a plan that the company believes will ensure a better future. Marks and Spencer created a strategic plan, called ‘A Plan, it was created to ensure monitoring and control to enhance sustainability levels. The ‘A Plan has been in process since 2004 where every five years Marks and Spencer review and monitor the process in which change to the plan may need to be put in place to suit the current needs of the company. In 2014 Marks and Spencer extended the strategic plan and called it the ‘A Plan 2025’, this plan was to be achieved with old and new commitments. To the planet, Marks and Spencer say that the company will ensure that all unsafe chemicals will be removed from the produces and that using safe reliable goods such as ‘recycled nylons, polyesters and organic cotton’ will be the priority of the company. However, Marks and Spencer have not been clear with when this will be accomplished. Marks and Spencer’s competitors, Tesco also say that being mindful of the harmful materials that are used is essential and that its one of Tesco’s objectives to ensure that all products are sourced from reasonable and sustainable suppliers and that the attention of the company will be to be using 100% of the cotton on all products to ensure better sustainability from the company also by 2025. (Tescoplc. 2021). When it comes to the people of Marks and Spencer, scoring a rating of good was the outcome. Marks and Spencer are representatives of the ‘ethical trade audit’ and are on a path to becoming leaders to remove all forms of ‘slavery, trafficking and other discrimination’ from the organisation. Marks and Spencer ensure contact with its suppliers during the pandemic, ensuring that the company are supporting its supply chain. (Corporate.marksandspencer.com. (2021).   However, Tesco was branded ‘a disgrace’ by the union GBM during the pandemic for not showing all its temporary employees appreciation while only paying its permanent staff a 10% bonus. (BBC News. 2020). Branded the lowest rating was their commitment to animals, Marks and Spencer did not disclose the sources for the materials that are used such as ‘leather and cashmere’. But have said that the company are satisfied with the standard of the wool and are taking extra precautions to ensure that the suppliers are not using harmful animal skin within the products. (Good On You. 2018). At Marks and Spencer, it is believed that being a sustainable company is vital for its success and in 2017 were identified for being one of the highest sustainable organisations, working closely with its suppliers to make significant changes for the better. By operating strict quality management schemes, the company offer higher quality products for its customers because Marks and Spencer engage with suppliers for monitoring purposes. Offering the best materials for the clothing range to ensure satisfaction and sustainability for the customers leading to better customer relations. Marks and Spencer say that improving CRM through the ethics and sustainability of the company is key for the company, being aware of impacts within the world and organisations need to do more to gain and form bonds with its customers ensuring products are from well-sourced suppliers. (Responsible Sourcing. 2021). Marks and Spencer are also members of the sustainable clothing action plan (SCAP) where it states that the company are ensuring the improvement of the organisation and products for the better. Working closely with the suppliers to create high standard and original product that customer will only be able to purchase at the company enhancing customer relations.   (Product Standards. 2021). 
 According to Carol’s model, CSR is the involvement of the policies so that it is cost-effective and making a profit but ensuring it abides by the law, ethics and is supportive. (Aqa.org.uk. 2021). 
 Further research found the Ackerman and Bauer (1976) model, which like Carol’s pyramid it is set out in four stages, but this theory suggests that it is the manager's role to be aware of the well-being of the employees and surroundings within the workplace. Ensuring if a problem arises, managers should find out what the problem is and deal with it, it was also suggested that managers should actively take opportunities and work hard to archive goals whilst addressing any issues. Ackerman & Bauer's (1976) model encourages companies to force in socially responsible activities. Linking social drive with the businesses plans and social purposes with the organisation's purposes. Following on social authority, its objective is to build on practising tools that analysis the commanding actions approaches that acknowledges the social pressures.    (Pdfs.semanticscholar.org. 2015). 
  2.5 Quality 
 ‘Quality management is about making organisations perform for their stakeholders – from improving products, services, systems and processes, to making sure that the whole organisation is fit and effective.’ (https://www.quality.org/what-quality. 2016).
Companies that hold effective quality management assures that products are made to the best standard, ensuring that the product does what it is supposed to. Quality management tools encourage differences in the transformation, this leads to better results in the products and service that are offered. Models such as six sigma (1980) offer the organisations peace of mind that products are achieved to a high standard. This system is created not just for companies but for customers. Quality management is essential for customer satisfaction which eventually leads to customer loyalty. 
Quality monitoring, quality control and quality assurance are all types of checks organisations do to ensure an effectively run business. Checking all products, clothing and other stock will help with customer satisfaction and the increase
of productivity.  
2.5.1 Quality Monitoring
Quality monitoring is a system that is carried out to ensure the details of a product is worthy of selling. Checking products for the smallest of mistakes is essential for businesses a product that the company is selling needs to be excellent, even down to the labelling. The customer buying these products would then rate the items they have bought to give feedback for the organisation. Rating products on the satisfaction that was had with the product and if there was anything the company could change. For companies monitoring batches of products to specific workshops would ensure that it can quickly trace any queries. (Decisionanalyst.com. 2015). 
2.5.2 Quality Control
 The term quality control is what companies use to describe the process of the requirements of a finished product, it focuses its attention on fulfilling the quality of the performance and how the product is made. Quality control assures the product either keeps its standard or is enhanced to ensure the product meets the criteria to be sold to customers. It ensures the company build on the settings where managers and staff aim for the best standards.  (WhatIs.com. 2021).
2.5.3 Quality Assurance
 Quality Assurance is the process that allows companies to find any faults within the products and getting the product ready for sale. It allows the development of the product to be fulfilled and the process to be done correctly. This process allows the company to gain trust in the products and the specialists that are making them, allowing the organisation to deliver on its commitment to high standard goods. (Business.linkedin.com. 2021). 
Model and theories allow these processes to be done effectively, models such as the TQM model (1920). According to Asq.org. 2021 TQM expresses the companies approach so that the company's accomplishments through fulfilling customer’s needs. This framework is based on customer satisfaction, ensuring employees are treated fairly, the continued success of improving products and many other factors.   
 Another model for quality management is the EFQM Excellent model (1990). This model was created to advise companies on examining the performance of the improvements. (Blog.triaster.co.uk. 2017).  
 The ‘Six Sigma’ (1986) model is based on 5 areas in which a unit of people decide on a damaged area, which can then be analysed and repair to the organisation's standards. Concentrating on the actions that are needed, the team can then find solutions once the issues have been determined the team can then ensure that the problem does not arise again. (Investopedia. 2020). 
 A quality management theory is Juran (1986) theory which focuses on 3 key areas of quality, it explains that any company that is ensuring quality checks will have to use 3 essential elements to achieve the quality that is desired. These are quality planning, control, and improvement. (Whatissixsigma.net. 2021).
 The quality control system at Marks and Spencer is vital for the company to ensure that the products are suitable to be sold to its customers. BBC News. 2020 says that Marks and Spencer make awful choices sometimes and not being clear on what is expected over the years and that the company needs to be more engaged with its customers and know what the customer wants rather than guessing. 
However, Marks and Spencer, state that they are fully committed to the customers and want the customer to experience quality when shopping at local stores, and within the company plan always aim to develop its products for the satisfaction of its customers. (Product Standards. 2021).
2.6 Segmentation 
 ‘M&S have segmented markets according to demographic, geographic, psychographic and behavioural segments. Their main geographic segment is UK but they also have 337 stores in 41 international territories.’ (http://annualreport2015.marksandspencer.com/M&S_AR2015_Full%20report.pdf. 2015)
 Marks and Spencer are a high ended department store, its pricing on most of the company’s products range from medium to high. Customers at Marks and Spencer feel that the price is value and quality which customers are happy to pay, this displays within the company’s demography strategy. However, Marks and Spencer have been blamed by customers that the pricing of some products is different online and in-store. This has caused anger as customers feel it discriminating. (Howandwhat.net. 2021).  
 A useful marketing tool is the 7Ps of marketing, this essential tool helps to create understanding for the target market the company are reaching. These are product, price, promotion, place, packaging, positioning, and people. At Marks and Spencer, the focus is more on four areas of this strategy, the company concentrate on the product, price, people, and promotion. The company design and create products for all age groups covering women, men, children, and baby sections. They also ensure that seasonal stock is available at special times of the year, offering all essential items at a competitive price to bring in its customers. Where the company may use different pricing strategies to draw in customers.  Using different platforms to enhance the promotion of its products, Marks and Spencer reach out to its customers through radio, the Marks and Spencer website, TV ads and blogs. At the heart of the company are its employees, the employees of the business are what makes the company successful, Marks and Spencer give its staff benefits based on the work they achieve, but also offer flexible employment to suit employees with family commitments. (Team, M. 2020).  


3.0 Conclusion
To conclude this report the researcher believes that Marks and Spencer graining the trust of its customers is vital for the business, whilst using touchpoints to gain information that is needed whilst protecting the customer's details will ensure customer satisfaction. Marks and Spencer work with the company starcount to enhance its strategies in what the customer wants from the organisation, this creates vital protection against the customer's details but ensures knowledge on the customers basic shopping needs. At Marks and Spencer research has suggested that the company could source some products such as leather and cashmere from more sustainable suppliers to ensure it's abiding with the animal rights laws. It could also be more sustainable within the areas of human rights and worker’s rights to gain more trust and satisfaction within its company. Where Marks and Spencer’s competitors Tesco could enhance its relationship with suppliers that employ workers from other countries ensuring that the suppliers are ethical and sustainable, unlike Tesco, Marks and Spencer communicate with suppliers regularly to encourage high ethical and sustainable supply for its business. During the pandemic Marks and Spencer struggled with making sales within its stores where Tesco had to employ more staff to meet the demands for its customers, however, Marks and Spencer still ensured support to its customers through difficult times. Quality management is key for any business success Marks and Spencer use this to enhance the relationship between the company and customers, its fully committed to its product for the best standards for its customer and will make the necessary improvements for the better. All products are fully tested before sold in Marks and Spencer’s stores. Quality management models such as TQM, EFQM, Six Sigma and Juran’s model are useful for the checks on companies products to ensure the product does what it is supposed to. Segmenting its marketing within the Demographic, Geographic, Psychographic and Behavior segments, Marks and Spencer target specific categories of customers on the way its customers shop this allows the company to know what its customers want creating satisfaction for both parties.  



  
4.0 Recommendations
The recommendations the researcher would enable are to ensure that the prices of products are the same within the store and online and that Marks and Spencer could engage more with its customers by encouraging more trust and customer satisfaction. 
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