PowerPoint script

Slide 1
Why should Marks and Spencer’s continue to engage with its stakeholders?

Slide 2
CRM stands for Customer relationship management
Marks and Spencer’s needed this because their profits were declining and in order for them to keep up with the changes in the market, keep hold of their current customers and find new ones, they need to develop a system to help them achieve these things and increase profit

Slide 3
Overtime, they have had both successes and failures
[bookmark: _GoBack]One campaign they did in early 2000 was the ‘I’m normal’ campaign. This caused uproar because it showed a size 16 woman running around a field with nothing on. Not all women aspire to be that size and have the confidence to express themselves so this didn’t appeal to many and did not do the brand any favours.
A more recent success however is when Meghan Markle was seen in the media wearing a black sweater from M&S. This then sold out within hours because ladies thought, “If she’s wearing it then it must be good!”
Another failure is when they tried to get Alexa Chung, a trendy fashion influencer, to sport M&S clothing. However, this confused their current customers who had the idea that the brand was aimed at older women with a different fashion sense.
However, another success is that they had a Leading ladies campaign which shows women of all shapes, sizes, ages and backgrounds to show that they can appeal to a wide range of women.

Slide 4
The more recent customer relationship management innovation that M&S used in the last 5 years is that they hired a new CEO, in 2016, called Steve Rowe who wanted to make M&S focus more on data to gain insights on customers and improve their M&S brand appeal.
They also hired a new chairman, Archie Norman in 2017, who also wants to focus on brand imaging.
So they made a lot of cuts to marketing and instead trying to focus more on social media ad campaigns to attract a variety of consumers. 
They also want to make improvements to their Sparks loyalty card by introducing more personalised offers and discounts to show that they are valued and that the brand knows what their customers want

Slide 5
New management is good because it brings in a new business mind and fresh eyes
Also the cuts on marketing are good too as they are working out how to be more effective and target more consumers without being too costly 
However, with high street brands already ahead of the game, they have a lot of catching up to do in order to adapt with the changes in the market
They also need to refine their brand as it is not easy to appeal to everyone like they have been trying to do

Slide 6
Obviously their strength is that they are a well known high street brand who have been around a long time
And they are known for having quality products 
However trying to appeal to everyone has been a strain for them and has led them to fall behind some other brands who already have a strong idea of who their consumers are
Having new management and finding new ways to market and sell their products is a good opportunity for them to bring themselves up again
But they need to ensure that they keep up with the fast moving market and demands because online retailers have a big advantage over them already

Slide 7
To combat the threat of online retailers and fast moving market, they need to adapt fast, find influencers who can help promote their products and draw in more customers especially from a younger audience, update their websites, rebrand their stores that they will keep open and direct their focus back to customer care as it originally was.
 Also they can bring in fresh new talent to bring more creativity and trends to the company 
