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Introduction
The original John Lewis store opened at 132 Oxford Street in the spring of 1864. Gavin Henderson, at John Lewis, said the chain's founder set up a store based on the principles of "value, assortment, service and honesty".   (Dangerfield, 2014)
“JOHN LEWIS & PARTNERS IS MORE THAN A NAME. IT MEANS WE’RE ALL OWNERS, COMMITTED TO GIVING YOU, OUR CUSTOMERS, THE HIGHEST QUALITY PRODUCTS AND SERVICE.”​
(Johnlewis, 2019)​
· Began sharing profits with employees.​
· Slogan is: "never knowingly undersold"​
· Bought Waitrose Supermarket in 1930s​
· 51 John Lewis & Partners shops and 349 Waitrose & Partners shops across the UK​
   (Johnlewis, 2019)​
Definition of CRM
CRM is all about managing your relationship with existing customers. It focuses on creating loyalty towards the business with continuous sales. It puts the customer first by ensuring business understands and meets customer needs. It helps businesses better understand customers and their shopping habits so they can better. ​(Business.gov.au, 2019)

CRM of John Lewis

CRM of John Lewis programme called ‘my John Lewis’ to understand customer preferences. It collects information and seeks to understand who customers are, what they buy and what they might like to buy. John Lewis uses this information to provide a ‘more personalised service in the form of relevant, curated content and access to exclusive events and rewards.’ ​
(Marketing Week, 2015)

The meaning of customer relationship management.
 
Business.gov defines the meaning of customer relationship management as:
 “About managing your relationship with existing customers with a focus on creating loyalty towards your business”
the main point is about building and maintaining customers relationship with the company, by having a relationship with the customer or consumer it helps the build a connection with the company such as the services it provides, how well price the product they sell are etc. (Business.gov.au, 2019)  
 
 
 
According to Parvatiyar and Sheth ([41], p. 5)
CRM is to create superior value for the company and the customer. It involves the integration of marketing, sales, customer service and the supply-chain functions of the organization to achieve greater efficiencies and effectiveness in delivering customer value. A comprehensive strategy and process of acquiring, retaining, and partnering with selective customers. (Web-b-ebscohost, 2017)

   SWOT Analysis of John Lewis CRM
Strengths​
· Deep understanding of customers shopping habits and trends​
· It allows for personalized targeted marketing in emails and app homepage​
Large customer base is good representation of whole market.
Weaknesses​
CRM can't replace loyalty created through human interaction (Marketing Week, 2017) - Some people shop in John Lewis not because of products or prices, but people and relationships.
Opportunities​
· Artificial Intelligence (AI) – can help analyze data faster and more comprehensively ​
Artificial Intelligence Virtual Assistant – get accurate answers in real time.
Threats​
· Social Media is influencing and changing people’s thoughts, trends and habits so fast that it becomes difficult for even CRM to catch up with​
· Fake news and information distorts reality – influencing people's thoughts​
Extremely difficult to complete with online retailers like Amazon - CRM unable to change declining high street sales.
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