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	Customer experience is one of the most crucial aspects for any firm because it can help the organization in gaining a competitive advantage as well as the loyalty of the customers. But the outbreak of the Covid-19 pandemic has vastly affected the way in which organizations conduct their business operations. Besides this, it has also caused changes in the buying behavior of the customers and forced the organizations to work on enhancing the overall experience for their customers. The brands are now much more concerned about ensuring that the customers receive the best service and that they are satisfied with the same. In order to ensure this, it has become way more important for the companies to reassess their strategies.
Overview of the organization
	Organization chosen for this report is Marks and Spencer, which is a multinational retailer of clothing as well as household products. the company was founded in the year 1884 and is headquartered in Lindon, United Kingdom. The company is well known for selling high quality products and also, has a large base of customers. The company operates across different geographical regions and offers products for men, women as well as children. Although the company was founded way back, it has still been able to keep up with the latest trends as well as ensuring that the customers are satisfied with their purchase.
Key marketing theory or theories included in the report
	There are various marketing theories that can be implemented in the respective report. But in order to ensure that the report is completed in an efficient manner, the Marketing Mix, SWOT analysis as well as Porter’s Five Forces model have been implemented. This is because these will ensure that the readers are able to develop an effective understanding of the main ideas of the report.
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