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How an organisation benefits from having a good CRM system
The relationship that the organisation builds with the customer-base will determine how successful an organisations level of success is. The relationship between the customer and organisation is very important part in customer satisfaction. The CRM system offers number of advantages it assists in identify, understand and help customers in different issues. Collects data from different sources like sales, customer support or social media monitoring, grow in volume. The benefits are:
· Better client relationships the more the organisation has data on the customer the customer knows that the organisation cares about them. This enables a stronger connection with the customer.
· Improved ability to cross sell. The more data on the customer’s wants and needs the better solution for next time.
· Increased team collaboration. Were all members need to be able to use the CRM system in place.
· Improved customer service to offer better facilities for customers. 
· Improved efficiency in serving customers. Can check previous interactions record, then different members of staff can access to able to serve the customer (Insights from analytics, 2014).
How john Lewis CRM system in relationship with customers
John Lewis benefits by giving customers a better online experience by customer feedback on their online shopping experience by going one level up and personalisation feature on its jhonlewis.com website through the Monetate marketing platform. The platform, which enables brands to target different customer segments based on data such as location, weather, previous behaviour, inbound campaigns, device and CRM information. The personalised system allows the brand to engage more effectively with its customer base, also results in increased loyalty and customer engagement. The john Lewis senior online insight manager Jon Carthew said (Decision Marketing, 2017). 
‘’ customer service and satisfaction is a key cornerstone of our proposition across all channels. With continued growth in ecommerce and increased numbers of consumers looking to shop online, we aim to use monetate platform to optimise the online customer journey (Decision Marketing, 2017).’’    
Also, monetate VP EMEA Mike Harris of the platform company added:
‘’ John Lewis is a brand that everyone recognises for its great customer service. With the help of monetate personalisation, numerous brands have improved the relevancy of the customer experience, resulting in significant improvements to both customer loyalty and business impact. Our aim is to help john Lewis continued to bring its great service and experience its online offering (Decision Marketing, 2017).’’  
Brands are taking full advantage of CRM as central hub of knowledge, using it to analyse behaviour and get that all important feedback suggested by Nicola Smith of marketing week (2014). When John Lewis launched its CRM-based ‘John Lewis’ programme it was the aim to create a seamless customer experience across online and offline channels and gaining a better understanding of their customer preferences in exchange for customer sharing their information and what they purchased and would like to buy. By John Lewis getting a feedback on how they could improve on the online shopping experience, they benefitted by providing a more personalised service which is relevant to that customer and send information which will benefit that particular customer and in return the customer had access to exclusive events and rewards in return for their loyalty (Marketing week, 2014).
John Lewis benefit by using data on how customer shop, live and look by analysing consumer behaviour they can predict the nations mindset for the coming year. This year by looking at consumers behaviour is changing after the recession the consumer behaviour is shifted fundamentally once again as consumers entre a new age of political and economic uncertainty with that in mind they benefit by planning to facilitate their shopping experience and bringing better offers for consumers (Retail week, 2019).
For John Lewis to increase their customer base its important to stay in constant contact with potential and existing customers and their experience in store and using online feature’s the more better experience they can provide the better value they offer their customers the more loyal they are, this results in increased customer retention and better customer experience for the future (Super office, 2019).
Approach to segmentation, targeting and positioning
John Lewis has adopted a demographic approach successfully capturing a middle-class segment of the market. Also has developed a similar approach to its marketing, capturing and retaining better off customers. This approach to segmentation has informed the physical location of John Lewis stores in larger cites with a broad demographic and wealthier parts of the country. With having a combination of the carful selection of high quality branded products together with a complex pricing strategy  John Lewis have tried to stay loyal to its customers and offer a consistent product market it gives confidence to customers this way, they can convince consumers of the high quality of its goods and services by keeping its prices in the middle-range and maintained matching competitors prices (Inside trends, 2017) .   
Potential drawbacks of CRM system
· Their overhead cost of having a CRM system with up to date system in place as a negative effect on organisation added cost. 
· Training and education on new software introduced to staff will mean staff will use their productivity time on training and the organisation paying for it.   
· The loss of customer records when the CRM system has technical problems mean the loss of customers for the organisation for future sales and no record of customers previews data to look back on (Techwalla, 2019).
For John Lewis to keep their price match guarantees their had to be some cut backs, the company is using outsourced capital staff to answer the phones as ‘’John Lewis’’ and sending orders made online direct to the manufactures to fulfil. This is causing a lot of complaints from customers, not receiving orders on time and the lack of communication between the supplier and customers, John Lewis has no control over handling the order and its delivery according to the Down detector, (2019). 
Porters generic strategies to help CRM system relationships 
Porter’s generic strategies are used in organisations to gain competitive advantages across its chosen target market. There are three generic strategies that can be applied to products or services in all industries, and organisations of all size. The three generic strategies are cost leadership strategies, differentiation strategy and the focus strategy, which organisations follow (mindtools, 2019). John Lewis has embraced a combination of these, but it is using the differentiation strategy has remined key to their organisation model mostly because of the way john Lewis business is unique with a different ownership, different purpose and different outlook compared to their competitors. Also, their extent of goods and service it provides as well as its highly effective branding and promotional events which apply directly to customers and incite purchase. This helps John Lewis have a strong and unique connection with their customer knowing what their getting with their chosen brand (Internet retailing, 2018).       
 The mckinsey framework to review/improve the CRM system  
The Mckinsey 7-s framework, the framework is used to evaluate an organization and its effectiveness. The basic premise of the model is that there are seven internal aspects of an organisation that need to be aligned if it is to be successful.   
John Lewis Mckinsey 7s model illustrates the ways in which seven elements of business can be aligned to increase effectiveness. According to this model, strategy, structure and systems represent hard elements, whereas shared values, skills style and staff are soft elements Mckinsey 7s framework stresses the presence of strong links between elements in a way that a change in others. As it is shown. Shared values are positioned at the core of John Lewis partnership Mckinsey 7s framework, since shared values guide employee behaviour with implications in their performance.
Hard elements in John Lewis Partnership Mckinsey 7s model. Strategy John Lewis purse differentiation business strategy with a focus on partnership model and customers (Mondaq, 2017, management Today,2013).
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Better client relationships the more the organisation has data on

the customer the customer knows that the organisation cares

about them. This enables a stronger connection with the customer. CRM
Improved ability to cross sell. The more data on the customer's

wants and needs the better solution for next time.
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able to use the CRM system in place.

Improved customer service to offer better facilities for
customers.

Improved efficiency in serving customers. Can check previous
interactions record, then different members of staff can access to
able to serve the customer (Insights from analytics, 2014).
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John Lewis benefits by giving customers a better online experience by customer feedback on their online
shopping experience by going one level up and personalisation feature on its jhonlewis.com website
through the Monetate marketing platform. The platform, which enables brands to target different customer
segments based on data such as location, weather, previous behaviour, inbound campaigns, device and
CRM information. The personalised system allows the brand to engage more effectively with its customer
base, also results in increased loyalty and customer engagement. The john Lewis senior online insight
manager Jon Carthew said (Decision Marketing, 2017)

“ customer service and satisfaction is a key cornerstone of our proposition
across all channels. With continued growth in ecommerce and increased
numbers of consumers looking to shop online, we aim to use monetate
platform to optimise the online customer journey (Decision Marketing,
2017).”
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John Lewis has adopted a demographic approach successfully capturing a
middle-class segment of the market. Also has developed a similar approach to
its marketing, capturing and retaining better off customers. This approach to
segmentation has informed the physical location of John Lewis stores in larger
cities with a broad demographic and wealthier parts of the country (Inside
trends, 2017) .
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- Their overhead cost of having a CRM system with up to date system in place as a negative effect
on organisation added cost.

- Training and education on new software introduced to staff will mean staff will use their productivity
time on training and the organisation paying for it.

- Theloss of customer records when the CRM system has technical problems mean the loss of
customers for the organisation for future sales and no record of customers previews data to look back
on (Techwalla, 2019).

For example, for John Lewis to keep their price match guarantees their had to be some cut backs, the
‘company is using outsourced capital staffto answer the phones as “John Lewis” and sending orders
‘made online direct to the manufactures to fulfil. This is causing a lot of complaints from customers, not
receiving orders on time and the lack of communication between the supplier and customers, John Lewis
has no control over handiing the order and its delivery according to the Down detector, (2019)
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Porter’s generic strategies are used in organisations to gain competitive advantages across its
chosen target market. There are three generic strategies that can be applied to products or services
in allindustries, and organisations of all size. The three generic strategies are cost leadership
strategies, differentiation strategy and the focus strategy, which organisations follow (mindtools,
2019). John Lewis has embraced a combination of these, but it is using the differentiation strategy
has remained key to their organisation model mostly because of the way john Lewis business is
unique with a different ownership, different purpose and different outlook compared to their
competitors. Also, their extent of goods and service it provides as well as its highly effective
branding and promotional events which apply directly to customers and incite purchase. This helps
John Lewis have a strong and unique connection with their customer knowing what their getting with
their chosen brand (Intemet retailing, 2018).
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John Lewis Mckinsey 7s model illustrates the ways in which seven elements of business can be aligned to increase
effectiveness. According to this model, strategy. structure and systems represent hard elements, whereas shared values,
skills style and staff are soft elements mckinsey 7s framework stresses the presence of strong links between elements in a
way that a change in others. As itis shown. Shared values are positioned at the core of John Lewis partnership mckinsey 7s
framework, since shared values guide employee behaviour with implications in their performance Hard elements in John
Lewis Partnership Mckinsey 7s model. Strategy John Lewis purse differentiation business strategy with a particular focus on
partnership model and customers
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