[bookmark: _GoBack]In 2012 John Lewis launched their CRM system ‘My John Lewis’, they wanted to create a seamless customers service experience across the board of their organisation. Which would offer a more personal shopping experience the CRM system would offer special discount rewards in exchange for customers information.
According to John Lewis director Becky Brock, prioritising human interaction and offering customers more digital personalisation will help the brand stand out.
Using personalisation John Lewis will engage more effectively with their customers this will increase customer loyalty. As the loyalty ladder states the first step prospect is extremely important to John Lewis as these customers are likely future purchasers. 
4 Easy Steps to Finding New Customers and Clients
· STEP 1: Zero In On Your Target Market. It's a no-brainer that you'll save time...
· STEP 2: Build a Potential Customer and Client List.
· STEP 3: Make Contact. Once you have a list of potential clients, it's time to reach out.
· STEP 4: Follow-Up and then Follow-Up Again. The fortune is in the follow-up.

Segmentation is important for John Lewis by collecting all the data through the CRM system they will be able to form a more detailed insight into the customers behaviour and there spending habits.
 John Lewis dealt with 3.5 million customer service cases in 2017, 1 million emails and 10 million calls were made. (Carey, S 2018).
The key driver of the CRM system is to find out exactly what makes each customer tick.
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