














Executive Summary
[bookmark: _heading=h.1aus40ty0tu8][bookmark: _heading=h.c9dag65iw47v]This report provides an evaluation as well as analysis of the CRM of Marks and Spencer and critically compares it with Tesco. The expected impact of ethical and sustainable strategy on the Marks and Spencer’s CRM policy investigates and method of analysis includes quality, segmentation, marketing mix and quality ladder. This report enhances customer connections, to increase client retention and sales and focuses in which way management of marks and Spencer target the young and medium income groups segments through competitive pricing strategy to Create potential consumers from potential segments of consumers. Results of the report show targeting, segmentation, marketing mix strategies and loyalty ladders are connected to each other in a direct or indirect manner.
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Introduction 
This development of this report was requested by the CEO of Marks and Spencer in the areas of leadership and management and would be submitted on the 27th of August, 2021. This report would be compiled by Monika Owczarazak who happens to be the head of marketing research department of Marks and Spencer.  The key purpose of this report would be to examine as well as evaluate the success of CRM within the organisational environment of Marks and Spencer. The report would further outline the various problems and competition related to their customers, their online activity. Further to find the data which are required in this report professionally sound and efficient methodologies to collect arrange and present the data.
According to general website the company holds itself to a very high standard here at M&S. That much has never changed. Its attention to detail, forward thinking and passion for improvement has led to the creation of some of the nation’s most loved products. But a rapidly changing world demands that we change along with it. M&S has been at the forefront of social change for the past 134 years, and we’re determined to keep it that way. Setting bolder goals and giving our people the space and resources to achieve them. Today, we are a unique retailer delivering top quality food, clothing, home products and financial services. Company employs over 80,000 colleagues who serve over 32 million customers. 












2.0 Findings
2.1 Background of Marks and Spencer’s
Marks and Spencer’s are a UK based organisation which operates mainly in the retailing sector and happens to be one of the top retailing organisations in the world. This business mainly specialises in the sales of retailing a wide range of consumer goods such as housewares, furniture, clothes, food, menswear, female ware and even jewellery. They have also been slowly expanding into the services sector by offering financial services. Being in the retailing sector their key stakeholders were found to be their consumers, their business partners and their suppliers (Bloomberg, 2021). The business of Marks and Spencer’s operates on an international scale and has the presence of their business activities in over 58 countries across the world. From a financial point of view, it has been observed that the gross profit margin for their business in the year 2021 happened to be over £350 million, their net (Bloombergquint, 2021)
2.2 Critical Overview CRM System
One of the first concepts which would be discussed in this report would be the customer relationship management system also commonly known as CRM. Customer relationship management, according to Gholami and Zameri (2018), is indeed a set of techniques, methods, and technology that businesses employ to monitor and analyse customer engagement and data across the customer lifetime. 
CRM stands for “Customer Relationship Management” and refers to all strategies, techniques, tools, and technologies used by enterprises for developing, retaining and acquiring customers. This software ensures that every step of the interaction with consumers goes smoothly and efficiently in order to increase the overall profits. The software gathers customer data from multiple channels. Hence, CRM stores detailed information on overall purchase history, personal info, and even purchasing behaviour patterns.(enptechnologies.com)
It would also be vital for this report to discuss the various advantages and disadvantages associated with the use and incorporation of CRM systems into organisations. As opined by Juanamasta (2019) one of the biggest advantages of using CRM systems is the fact that they it allows for substantially more efficiency when it comes to sales and marketing aspect of the business by providing huge amounts of data with respect to customer interactions and other form of deep insights which allows the business to have a clear overview of the things they have been doing right and the things they have been doing wrong.  One of the other key advantages of using CRM in organisations is the fact that it can significantly speed up the sales conversion process for businesses. According to the opinions of Lubis and Dalimunthe (2020), CRM systems which are linked into a marketing campaign provide information into potential interests. Screening and transformation may be fully or partially automated after a client enters the sales funnel, making the process significantly faster.  
One of the key disadvantages of using CRM systems in organisations is the fact that it can lead to situations in which the staff working at Marks and Spencer’s can rely too much on CRM systems which can have a negative impact on the customer loyalty and customer experience. Further, according to the opinions of Guha and Harrigan (2018), there are also various security concerns related to centralised data collected through CRM systems which have been facing constant media criticism for their intrusive nature in certain situations and scenarios.
Marks and Spencer’s thinks quite highly about the importance of CRM systems in their organisational and marketing workflow. According to the blog published by Marks and Spencer’s in their official website it was found that, as an integral part of its continuous programme of transformation underneath its five-year transformation goals, Marks & Spencer has appointed data science start-up Starcount. Through personalization of M&S rewards and CRM programmes, particularly M&S's Sparks Card, the collaboration will assist to improve consumer knowledge and insight.  Further in another news report it was found that the in the past they have invested into another CRM program known as VOC (Voice of customers), this program would allow their business to have a much better overview of the voice or feedback from their consumers and use the data in a quantified manner to drive their decisions forward (Cameron, 2018). Another concept which needs to be discussed with respect to CRM and their benefits are the touch points. According to the opinions of Aichner and Gruber (2017), in CRM the customer touch points happen to be the brand’s points of interests which would be the place where the consumers would interact with the business, this can include the way the buy products offline and online, the place where the consumers would get to know about the business, their products and other forms of news, the place where the consumers would be able to read reviews about their business and many more. For the business of Marks of Spencer’s, the key touchpoints can include their official website where the consumers can get to know more about their products and services, their social media channels where they get to know about the new products and offers as well as for reading reviews. A touch point is a message or way a brand reaches out to their target market providing engagement as it allows the brand to be seen by the prospective customer in a favourable way.“A touch point is any interaction (including encounters where there is no physical interaction) that might alter the way that your customer feels about your product, brand, business or service.” An example of an encounter with no physical interaction might be discovering an online review of your product. This definition is based on the one proposed by Laura Patterson, the President of VisionEdge Marketing.( interaction-design.org) As per the data, over the last few years, facebook followers of M&S have increased from 125 thousand to 2.3 million and are expected to increase more. Therefore, it has a good number of potential consumers and capability to make them loyal (Statista, 2021). 

[bookmark: _Toc80116295][bookmark: _Toc80116415]2.3 Ethics
It would be important to begin this section by providing an established definition of the concept of ethics with respect to the modern business world. According to the opinions of White (2019), the examination of how a corporation should respond in ethical problems and contentious circumstances is referred to as business ethics. 
The study of proper business rules and procedures on potentially contentious matters such as corporate governance, insider trading, bribery, discrimination, corporate social responsibility, and fiduciary responsibilities is referred to as business ethics. Business ethics are frequently guided by the law, but they can also serve as a basic guideline that organisations might choose to follow.( .investopedia.com)
After having a conceptual overview of business ethics, it would be crucial to further expand the discussion by highlighting the various advantages and disadvantages of ethics for the customers as well as the business of Marks and Spencer’s itself. One of the biggest benefits of Marks and Spencer’s having business ethics is that it significantly enhanced the overall reputation of their business. Ethics ensures the legitimacy of a company's operations and improves customer service. It monitors all unfair commercial practises and conducts all operations in an ethical manner. The company makes a modest profit margin yet provides high-quality items. One of the key advantages of business ethics for the customers is that it significantly improves the customer happiness.. Companies like Marks and Spencer’s that follow ethical standards make a respectable profit and provide all of their customers' demands at a cheaper price. (Code of Ethics M&S) 

[bookmark: _Toc79245667]2.4 Sustainability
After exploring the concept of ethics, it would be important to discuss the concept of sustainability as well before comparing the sustainability activities of Marks and Spencer’s with that of Tesco’s. To further describe the concept of sustainability it would be beneficial to explore how it works. According to the opinions of Ballestar and Cuerdo-Mir (2020), the concept of sustainability encourages most of the modern international and small-scale businesses to think about the impacts and implications of their activities and policies on the society and the environment for short term profits. When making business decisions, sustainable enterprises evaluate a wide range of environmental, economic, and social concerns. These businesses keep an eye on the impact of their operations to ensure that short-term gains do not become long-term liabilities. 
It would be further important to discuss the concept of sustainability from a critical point of view and highlight the various advantages and disadvantages associated with it. According to the opinions of (Švajlenka 2020), one of the biggest advantages of incorporating the concept of sustainability into large scale multinational businesses is the fact that it allows them not only maintain a considerable respective trust between the various stakeholders involved with the business but also grow and develop it over time in a positive manner. A sustainable company strategy aims to improve at least one of these areas. When businesses fail to take responsibility, challenges such as environmental degradation, inequality, and social injustice can result. Companies are becoming more aware of the need to act on sustainability as expectations for corporate responsibility rise and transparency becomes more common. It is no longer enough to communicate professionally and with good intentions.
The project can now efficiently proceed into the comparison of the ethical and sustainability practices of Marks and Spencer’s and Tesco. The same has been expressed in the table below:
	Comparison Areas
	Marks and Spencer 
	Tesco

	People
	According to the Guardian and Repórter Brasil, a supplier to M&S (JBS, which happens to be one of the biggest meat processing firms in the world) bought cattle from either a farm in Brazil which is being investigated for treating workers as modern-day slaves.
	The overall image of Tesco in terms of their supply chain operations has had quite a negative past. For example, in the September of 2019 they put on their website policy documents such on topics such as human rights, slavery and code of conduct. 

	Environment
	From an environmental point of view, the business of Marks and Spencers scores quite positively especially when it comes to sourcing their raw materials. For example, they never used any phthalates or parabens in their own branded household and beauty products, and they do not use triclosan.

	From an environmental point of view, Tesco’s activities and policies are significantly worse. For example, in June 2018 Tesco put on statements that they were committed towards enforcing ban on hazardous materials such as Phthalates however they failed to mention about two other equally harmful materials 

	Animals
	In this area it was observed that Marks and Spencer have somewhat of a shaky track record. For instance, their business received a positive rating in the BBFAW (Business Benchmark on Farm Animal Welfare). They have also been appreciated for presenting an honest and concise account of the sales of leather, merino and silk products. 

	Tesco sells factory-farmed eggs and meat that aren't free-range. Furthermore, the corporation's animal testing score dropped from a moderate to a worst grade in August 2019 because they eliminated their established cut-off period for animal experimentation of their very own brand items. 


Table 1. Comparing the Ethics and Sustainability of M&S and Tesco
By ensuring equal bonuses and salary to all shareholders as well as employees, Marks and Spencer can impact on the consumer relationship management. This ethical behaviour can improve customer service for people buying from the website or stores as well appreciated emploeeys provides better service . And consumers are preferred to use products in a process that reduces the negative impact on the environment. In terms of environmental sustainability, reducing one's own direct carbon footprint may positively impact the CRM by dealing with consumers and promote collaboration in an efficient and quick manner. 
Due to the ethical behaviour, M&S has obtained a certification from “SEDEX Members Ethical Trade Audit who look at universal human rights in business practices and global supply chains”. The reason to acquire this certification due to the abolition of all type of discrimination from the business (Good On You, 2021). 
2.5 Quality
The next topic which needs to be discussed in this report happens to be quality from a business point of view. According to the opinions of Noralaam and Othman (2020), an international business organisation can be considered as a collection of interconnected moving elements which all operate together in synergy to generate maximum possible revenues for the business. However, the most important aspect of a company indeed happens to be the level of quality they offer in their products or services they have to offer to their consumers. In an organization, quality may take various forms, and it is critical to the operation and growth of the company. The other key concepts which are associated with quality such as quality monitoring, quality control and quality assurance would be discussed later in this section of the report (Martin, 2020). The act of supervising all operations and groups of tasks in order to maintain a particular degree of perfection can be essentially described as is known as quality monitoring. This involves establishing a quality strategy, developing and executing quality checks and preparation, as well as quality control and enhancements.
Many of the most vulnerable businesses, such as retailers and restaurants, have declared sustainability strategies to minimise carbon emissions, packaging waste, and animal suffering.Some investors have shied away from sustainable investments as a result of this, at least until companies become more open about their financial and business methods.(Investopedia.com)
One of the most integral components which happen to be related to quality is quality control, which basically implies the ways in which the businesses can control the quality of the products and services they have to offer. According to the opinions of (Barone2020), quality control necessitates the establishment of a culture wherein the administration, management and staff share a common goal. This is accomplished by educating employees, establishing product quality criteria, and testing products for statistically significant differences.

Quality assurance Quality assurance can be defined as a component of quality management that is concerned with instilling confidence in the ability to meet specific quality requirements. Customer, government agencies, regulators, certifiers, and other third parties have faith in quality assurance because it provides them with two types of assurance: confidence within the organisation and confidence outside the organisation. Alternatively, quality management may be defined as all of the planned and systematic operations carried out inside the quality system that can be proved to create confidence that a product or service will meet the requirements for its quality.(Asq)
In order to support CRM, over the last few years Marks and Spencer has undertaken a quality monitoring aspect by working closely with the suppliers to develop innovative and high quality products that are only available to the organization. In addition to that, M&S has operated an attentive quality management system which developed with the pivotal supplier of the organization. With the suppliers, M&S has been operated on a precautionary principle as well as supported by a range of onsite product testing and audits. Furthermore, in order to support CRM, suppliers of M&S are required to a range of social standards, environmental standards, safety and quality (Leadingedgeonly, 2021). 

It would be important for this report to discuss the various theories related to management of quality control and management, compare and contrast them. One of the most significant theories related to quality control and management for businesses is the Total Quality Management theory. According to the opinions of Pambreni and Khatibi (2019), the theory of total quality management is also commonly referred to as TQM can be described as a service-oriented quality improvement technique. He further stated in his study that while TQM may refer to a collection of customer-centred activities aimed at improving the quality and promoting process improvement, they are indeed guided by a variety of underlying philosophies.
However, moving toward sustainable production is often a complex process for companies. By basing decisions on longer timelines, some of the higher upfront investments in efficiency and renewable sources are easier to justify. Investors have had to adjust their expectations for returns because a company that commits to the sustainable development of resources may have more modest earnings results in the near term.
Comparative one of the other key theories with reference to quality control and management happens to be the Deming’s Theory, this theory essentially is based around similar philosophies as the total quality management and its fourteen points for managing, controlling and assuring the quality of the product or services being offered (Agrawal, 2019). However, contrasting to the fourteen philosophies of the TQM, the Deming’s Theory is based around four key points which are as follows:
System Appreciation - This point stresses on the various ways in which the organisation works and understanding them with great detail and attention.
Variation Knowledge - This point stresses on gaining knowledge of the various variations and changes which happen in the organisational production activities and finding the reasons for their occurrence.
Knowledge Theory - This point stresses on the fact, what other extra information can be gathered about the organisation, their products/services and processes with reference to managing and maintaining the quality.
Psychology Knowledge - This point stresses on the act of understanding human nature with context to motivate the employees for giving their best and achieving maximum quality in the products and services which gets produced and offered with the help of the employees.

Lastly it would be beneficial for this report to further verify and practically analyse the learnings related to quality control, monitoring and assurance under the light of established evidence by exploring the quality control practices of Marks and Spencer. They collaborate closely with their suppliers to create high-quality, unique goods accessible exclusively at Marks and Spencer’s (Hahladakis, 2018). Since Marks and Spencer are not the direct producer of any of the good which are being sold at their retailing outlets, thus, they cannot not control the direct quality of those products, however Marks and Spencer’s makes sure that they do their best when it comes to assessing the quality of the products which they allow to be sold into their retailing outlets, thereby improving the overall product standard available at Marks and Spencer.  
2.6 Segmentation
It is a significant marketing tactic. Its goal is to identify and define market segments or "sets of purchasers" that the company may market to. The benefit of marketing management is that it splits total demand into categories with similar characteristics. These traits help explain and predict customer behaviour to marketing stimuli in a specific category. There are several ways to segment the market. This research examines the positives and negatives of each of these segmentation variables. To assess the acceptability of new market segments, Kotier (1984) defined four criteria: measurability accessibility, substance, and actionability. Once a segment has been identified that satisfies these criteria, a product or service can be developed to answer its unmet needs. Then a marketing mix can be created to reach the identified segment. A market segmentation strategy seeks to reclaim some of the advantages of traditional corporate operations' intimate client relationships. (Tynan & Drayton2010) For example, the segmented customer for the business of Marks and Spencer’s happens to be the cost-conscious group, for this reason they focus on offering affordable and quality products in their retailing outlets to appease them the most. 
Customer targeting happens to be the next crucial step which gets used by businesses like Mark and Spencer for further improving and enhancing their customer relationship management activities and policies. Target marketing is all about attracting more customers, and then in an attempt to do so successfully, business owners really have to know their customers' investigation and acquisition histories, as well as how to extend them. Acquiring this kind of information requires some thought and analysis on their part, but with cloud-based customer relationship management, they can get their customer insights quickly. For example, the targeted consumers for the business of Marks and Spencer’s in the cost-conscious group involve the upper class as well as the middle-class individuals belonging to all ages and genders.
The concept of Loyalty Ladder is another tool in the world of customer relationship management which gets used by most of the international and successful businesses across the world for its several benefits. According to the opinions of Mutyala (2021), The loyalty ladder is indeed a relationship management idea in which consumers go through connection tiers, starting from the bottom as possibilities and are always ready to defend the brand and their products based on their personal positive experiences. In the visual representation of this concept such consumers are referred to as 'brand champions' (Aneeshkumar, 2021). For example, to further enhance the loyalty ladder of their business, they recently launched a new scheme named the Sparks Membership Club for their top of the ladder customers. Through this membership plan they aim to recognize and reward their champion class consumer with added benefits and perks, thus further bolster their customer relationship management (Anderson, 2015).

A visual representation of the same has been attached below:
[image: Diagram
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Figure 1: Loyalty Ladder
Source: (Mutyala, 2021)
One of the last activities which happens to be directly related to customer relationship management is the marketing mix of a business. According to the opinions of Al-Zyoud (2019), the marketing mix and its various elements helps the businesses to have a complete overview of the various marketing components such as price, product, place, promotion. The marketing planning based on these elements helps the business to make sure the pricing strategy they select for their business is perfect for their target customers, it helps them to make sure that their other marketing activities such as promotion, distribution, people etc all are in perfect synergy with the needs and demands of their customer segment and target audience. This active consideration essentially plays a great role in building extremely strong relationships with the consumers and happens to be one of the biggest benefits for using them
Marks and Spencer offers a wide number of products that include beauty products, furniture products, home products, kid’s products and is trying to expand product range to cater the each and every possible requirements of its consumers and has expanded the product line into the online marketing sector. The main strategy of the brand is to sell house brand rather than international brand as well as recently offered donation on the products to support covid affected people (Marksandspencer, 2021).
For its large product portfolio, Marks and Spencer has been following a competitive pricing strategy without reducing the quality of the product. During the seasonal time, Marks and Spencer is also following a dynamic pricing strategy due to offer more discounts on products and to attract the attention of more consumers.
As an international brand, Marks and Spencer has acquired more than 1000 stores which operate in various countries. However, major business of Marks and Spencer is in the UK where the organization has around a good number of stores. Furthermore, consumers can also purchase products from the website of Marks and Spencer (Statista, 2021). 
In order to align its advertisement, Marks & Spencer chooses its marketing strategy very carefully with the digital marketing as well as in store strategy. In all mediums of communication, decision makers of M&S highlight to provide a common message and use both conventional and modern marketing strategy. 
From general information’s obtained form Marks and Spencer  website is visible that company targets the medium to high income group people under the demographic segmentation by offering high quality products at an affordable price range to help consumers to end up at the top by starting at the bottom as prospective consumers. Under geographical segmentation, M&S target both rural and urban consumers by offering products through online and offline stores that helped to generate a wide number of prospective consumers from the susceptible pool as per the loyalty ladder. Through using the affordable pricing strategy and excellent promotional techniques, the company is looking for an opportunity to cater more numbers of potential customers around the globe to ensure long term success of the company and accomplishment of greater targets. In the similar manner, by offering numerous products, M&S is looking to grab the attention of all age group consumers from all income backgrounds to stay productive and competitive in both local and international retail business domains. 
[bookmark: _heading=h.2xcytpi]


3.0 Conclusion
After conducting an extensively detailed amount of research on a wide range of subjects which are related to the central concept of leadership and management in this module, a wide range of knowledge and information was revealed. Their critical evaluation and evidence-based studies revealed similar findings, for instance Marks and Spencer who paid better attention to maintaining their ethics and sustainability has a public perception of a much better company in comparison to Tesco who did not and it did affect their organisational competitiveness.
[bookmark: _heading=h.1ci93xb]4.0 Recommendations
It would be recommended to the business of Marks and Spencer’s that they should continue working forward towards improving their customer relationship management practices as a business in order to continue to uplift the overall brand image and reputation of their business. Some of the other specific recommendations which would be made to the business of Marks and Spencer’s has been listed below:
Providing CRM Training to their Employees – One of the best ways in which the management of Marks and Spencer’s can further improve their customer relationship management is by making improvements in one of the first points of contact of their business with the consumers which happens to be the interaction of their employees with the consumers. It would be recommended to the business of Marks and Spencer’s that they should provide robust and organisation specific CRM training which can include various ways and strategies for making the overall experience of the consumers much more satisfactory and boost consumer loyalty. 
Tracking the customer cycle through the sales cycle - It would be recommended to the business of Marks and Spencer's that they should collect information about the customer on social media well before marketing conversation and figure out what sorts of information they disclose across platforms. 
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