Question 3: 	What changes did Marks and Spencer make to improve the stock management and try to increase customer service?

In order to start responding to my question by giving you firstly, the definition of the stock management, which is a complex activity with the purpose of ordering, storing, tracking and controlling inventory for any kind of business , as per my research, Management process is responsible for identifying, anticipating and satisfying customers’ requirements profitably.(I. Doole & R. Lowe 2008)[footnoteRef:1] [1:  Doole, I. and Lowe, R. (2008) International Marketing Strategy, 5th Edition, Cengage Learning EMEA] 

        	First of all, it was crucial for M&S to develop new and complex technology for stock management in order for them to improve customer services, other stages of the marketing process, develop a system to provide and ensure right information available to customers. In order to maintain growing sales, the company had to endure the high cost of the implementation of the new stock management system, so they can assure the continuous development of the brand. For keeping the brand and innovation, they have established a good relationship with their suppliers, and maintained expectations on food safety and freshness like the case study gives us an example: 48 hours for vegetables within 6 hours, fish to be frozen providing quality on any penny spent. 
M&S has been rated five-star for customer service, mainly due to its goal to impress customers with high-quality products and good value of the products. They are dedicating to investing and continuously improving their business and supply chain structure. In order to increase customer service, they use fundamental tools such as quality monitoring of a large portfolio of services, accessible prices, high value service and constant innovation as a result of implementing the new system.
	It is crucial for Marks and Spencer to maintain their stock levels in order to improve stock management and meet customers’ expectations. After analyzing that adjustments were not meeting their goals, they replaced FSA by FSM with the believe to provide high-quality customer services. Some of the advantages of adopting the new FSM: First of all, increasing productivity and efficiency of the stock management, by improving automatic process and eliminate most of the manual process for recording stock. Secondly, the fulfilment process would be speed up by the new way of stock management within the warehouses, maintaining happy customers. Also, a better stock management involves saving money and time for the business, by being able to respond quickly and efficient to customer demands. (C. Bozarth and R. Handfield,2006)[footnoteRef:2] [2:  Bozarth, C. and Handfield, R. (2006) Introduction to Operations and Supply Chain Management, Prentice-Hall
] 

To sum up, after discussing and analyzing the Marks and Spencers, Marketing solutions via technology case study, it is very clear that is wasn’t an easy neither cheap transition to the new system, in order to preserve their position on the market and be able to complete their long-term goals. It took years of work and experience for the brand to become established, and as per Hamel and Prahalad (1996) “The reason for the success is to perceive the changes in the international environment and to be able strategies which enable to respond accordingly’(Temporal,2002).[footnoteRef:3] [3:  Temporal, P. (2002) Advanced Brand Management from Vision to Valution,Asia ] 
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