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Understanding and Engaging in the Customer Experience

Mission Statement 
A mission statement is the formal aims and value of an organisation or company. In this case, the organisation’s mission statement that will be discussed is the John Lewis Partnership, in which they say “Our purpose is ‘the happiness of all our members, through their worthwhile, satisfying employment in a successful business’, with success measured on our ability to sustain and enhance our position both as an outstanding retailer and as a thriving example of employee ownership. With this in mind, our strategy is based on three interdependent objectives Partners, customers and profit”. 
Strategy Options
Customer Relation Marketing is a means of addressing increasing competition, changing economic conditions and promotional dependence through the use of intimate customer knowledge. Customers are extremely important for business success. It is essential for John Lewis to have a strong employee force as they have the responsibility of represent the brand name. Due to this, the employees are essential in relaying to customers what you want your brand image to be. They can help influence customers and convince them of your strengths over competitors. John Lewis stresses the importance of keeping the employees happy because this leads to happy customers as well. 87% of employees who are happy with their jobs are willing to work extremely hard for their business’s customers. This is due to maintaining their professionalism and integrity and getting recognition by customers. Workers should show respect and show empathy towards customers, to gain the reward of being motivated while doing their job. It is also important to meet customer needs or find alternative and better ways to their needs. This results in overall customer satisfaction which can lead to spreading a good word to family and friends. Relationship marketing require critical attention from the partners to the customers. This will allow customers to be more comfortable with the organisation and encourage them to remain loyal. If a customer has a positive experience with John Lewis, they will have no reason to look elsewhere. In comparison to, possibly, hundreds of competitors with similar products and services, John Lewis has taken a slightly different approach of staying loyal to their customers. By providing stellar customer service, the company really differentiates to others. Loyalty is rooted in trust, and customers can trust real-life humans more than the ideas and values of the brand. So, by interacting with your customer service team, those customers can build, hopefully, life-long relationships with your business. At the same time, they have increased their range of products and have a lower price range, being more attractive to different demographics especially those with the lower incomes. This inclusivity leads to higher customer loyalty as they feel as if they are being represented by the brand and are able to experience what John Lewis has to offer. 
John Lewis carry out small decisions that make a huge difference to the business. Those that work for John Lewis Partnerships are not “employees”, but they are “partners” who also jointly own the business. They get a profit share based on how much profit is generated, making them feel greatly incentivised to work their hardest and offer the best service they can since this ownership gives them a  sense of responsibility. New members of staff at John Lewis are sent on mass customer service training days before their first day. After that, there's ongoing training for employees to make sure everyone's giving the same brilliant service. This is a way that John Lewis encourages entrepreneurship since it is important for partners to make customer decisions on the spot. This means that in obscure positions, the staff are prepared. Allowing employees to think for themselves also gives them a sense of responsibility –an aim that the company tend to want to live up to.
McKinsey Framework
This model is used by organisations to examine the future effects of any changes that they face. It can be categorised as into “soft” elements and “hard” elements. In relation to customers, the most important elements are “style”, “skills” and “staff”. Style looks at how the leadership is adopted. Firstly, it looks how participating the leadership and management is, also how effective the leadership is. Also, it analyses if the partners are more competitive or cooperative. Within the John Lewis Partnership, there are strong leadership skills since they encourage partners to fulfil their potential and unlock their competitive advantage. Next is “skills” where this highlights the strongest skills in the organisation as well as identifying any skill gaps. Also, it shows how the skillsets are monitored. John Lewis management give regular feedback to their partners and have one to one meetings. They are encouraged to be passionate about their area of work and this will enable them to become more skill adapted, which is beneficial in difficult situations. Lastly, staff is important to analyse. This is to identify specialisation of roles and any positions needed to be filled. Within John Lewis, there are over 300 employee-owned businesses across the UK, which means there are over 200,000 employee owners. Businesses range from manufacturers, to community health services, to insurance brokers. There is a role for everyone and it is expected of a big organisation to have a very big workforce. 
Innovation and Future Plans for John Lewis
[bookmark: _gjdgxs]The company’s main aim is not to increase in scale, but to improve current products through innovation differentiation and partner - led service. It is one way to stand out from competitors and maintain a high market share. They look to continue investing £400-£500 million a year into research and innovation. The main focus will be on the development of unique products with a ‘curated and targeted assortment which is increasingly unique to John Lewis’. Recently they acquired home project organisation business Opun. There are plans to increase its exclusive own-brand products from 30% to 50%. Customer reviews of John Lewis’s personal brand products averaged 4.5 out of five this year, beating third-party brands. Furthermore, in store service will be enhanced by utilising technology and personalised advice in both the home and fashion departments. As well as external collaboration, John Lewis aims to connect internally, making employees central to the development of innovation. Employees, which are referred to as ‘partners’ will have access to portable tablets that will allow them to perform a series of actions in the shops. Also, John Lewis started up an investment scheme in 2018 called “J Labs”, where it allows infant businesses to pitch to the retail for guidance about business. It is also encouraging the use of technology since it is becoming more present in today. 
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