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Question 4:	What impact did this have on customer service? What would this look like? Are there limitations to the new strategy?

A brand the size of Marks and Spencer’s , which reported £5.9 bn revenue under the Food section of their business (M&S annual report 2019)[footnoteRef:1],  will always have to keep investing in research and development in order to maintain their market share in such an competitive environment.  [1:  Available at  https://corporate.marksandspencer.com/documents/msar-2019/full-annual-report.pdf (accessed: 27th of October 2019).  ] 

We learnt from the study case that implementing the FSM has allowed the group to capture, analyze and send over to the headquarters essential information regarding the stock levels in a much faster manner than before, when completion of paperwork was required. The new benefits of the new stock management system, which had improved centralized and decentralized control, meant that more time could be spent with the customers and providing a better customer service.  Most technological systems have the purpose to improve communication, as per Duck and McMahan (2016)[footnoteRef:2] “communication fosters community” and this can range from the cave drawings to nowadays technologies such as, WhatsApp, Facebook, Snapchat, Twitter and so on.  [2:  Duck, S. and McMahan, D.T. (2016) In Communication in Everyday life.  Third Edition. Thousand Oaks: SAGE] 

With the system implemented, FSM became the most important tool for The Food Manager, allowing the user to make sure that at the beginning of the day the food section is not missing items and the display is accordingly to the brands strategy. Another aspect that can be controlled much easier under the FSM is the food waste and Return to Merchant stock, annual targets are being given at the beginning of the year, but the system helps the management of a location to not go over the limit.  In order to paint a picture of the system it is crucial to understand the role of digital data, by being able to capture and process information in real time a company can decide on a new direction at any point in accordance with constantly changing consumer trends (Gates, 2009)[footnoteRef:3] . [3:  Gates, B. (2009) Business @ the Speed of Thought: Succeeding in the Digital Economy, First eBook Edition, Warner Books, Inc. New York  ] 

 The limitations of the new strategy/system are mainly the same issues/risks that any computer-based system is facing: System Crash, Malicious Hacks and Reduced Physical audits. Business can be disrupted by a system crash which restricts the functionality of the system, and it can be caused by common factors such as power outages, but also by more sophisticated technical issues.  Nowadays, financial and buying trends information is of high value hence Malicious Hacks meant to subtract information of any kind are more common.  Reduced Physical Audits under the stock management system tend to decline, mainly because the long hours it takes to be completed, but by neglecting actual physical checks, damaged stock can be missed out on, undiscovered internal theft can occur and s to reflect a desired picture of the business rather than the true mirror image (Leonard, 2019)[footnoteRef:4]. [4: Leonard, K. (2019, January 28). Advantages & Disadvantages of a Computerized Inventory Management System. Small Business - Chron.com. Retrieved from http://smallbusiness.chron.com/advantages-disadvantages-computerized-inventory-management-system-22513.html (accessed: 30th of October 2019).
] 

