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MARKS AND SPENCER 
Marketing impact on customer service 
 
Hi ,   
       My names is Calin and in today presentation I’m going to  talk about  Marks and Spencer The impact of marketing on customer service.
       Today i'll cover the followings:
1. What FSM it is and what it does;
2. Benefits  and downsides ;
3. Competition;
4. Stock market;
5. Conclusions.
    In order to understand the impact of FSM (food stock management) on customers , the first thing is to know what this system is and what it does. 
Food stock management , FSM , is a technological system that eliminates the usage of paper and manual recording using scanners , Point of Sales and hand held terminals.  It’s a system of tracking stock , what comes in shop, what inventory leaves the shop and what’s left over. 
[bookmark: _GoBack]What are the benefits and downsides of using technology ? 
Benefits
I quote:
‘‘We are changing Marks & Spencer. Marketing and customer engagement will play a significant part in our transformation. The new team structure reflects this and, coupled with our one-brand approach, will ensure that we are faster, more commercial and acutely focused on our customers ’’( The retail bulletin, 2018) 
1.         Improves and increase the speed of customer interaction while going online (examples : live chat , text messages ,emails, online support…) ;
2.        Time saving : using database to store and capture information can facilitate quick managerial decisions at work , reduces human errors, the information can be edited and saved for later use ;
3. Waste reduction ; 
4. Customers can get what they want, when they want . The goal of any business in terms of its customer is to generate loyalty;
5. Less space needed: With a faster turnaround of stock, you don’t need as much warehouse or storage space to store goods. This reduces the amount of storage an organisation needs to rent or buy, freeing up funds for other parts of the business; 
6.  Mobility.  Any time , anywhere and any device. 
 
We seen the benefits, now let’s see the downsides :
1. Maintenance costs : to buy technology it’s expensive, but also to maintain it ;
2. Reduces human resources ;
3. It’s a risk , in terms of  data security. The system can be hacked at any time, gain unauthorized access to data in a system or computer. 
 
Using e-commerce , more companies like Tesco , Asda , Aldi , Lidl etc. expand their horizons and can do many operations through internet, and it has also become a competitive advantage of M&S. 
 A key element in a investment is the stock market.
I have done a stock market analysis :  as we can see on graphic there is a downfall of shares in the last year , from 300 GBp  to 200GBp /share. 
Conclusions : The company uses technology to coordinate different departments resulting in low cost of production. Over the years the company earned the trust and reputation among customers , providing good customer service, using modern technology, providing products according to customer demands. 
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