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2.0 Findings 

2.1 Organisation Background   
Marks and Spencer, originally known as “Penny Bazaars”, was founded by Michael marks in 1884, which was a clothes sales company in Northern England. “The first ever Marks’ Penny Bazaar opened in 1884 in Leeds Kirkgate Market”. (My learning)
10 years after starting his business is when he met Thomas Spencer, who then became a co-owner of the company. In 1894, Michael and Thomas decided to rename their company to Marks and Spencer and since has become a popular growing supermarket with varies products and merchandise. Marks and spencer as its first name “Penny Bazaars”, opened only as a clothing sales company but since its growth in the industry now supplies clothing, home products, food products and body care products. Marks and Spencer. 
Marks and Spencer also supply Banking for its customers. This was founded in 1985 and firstly known as “St Michaels Financial Services”. It is now under the name of Marks and Spencer and customers can choose to bank with marks and spencer and have a choice of credit cards, saving and investments, shop cards, loans and current accounts. (M&S Bank) “St Michael Financial Services is launched in Chester, recruiting 80 staff. The M&S Charge card is launched”.
In 2008 marks and spencer decided to start and gas and electric energy supply company, which they committed to supply 100% renewable energy. Although M&S was previously supplied by SSE, they decided to partner up with “Octopus Energy” in October 2018, in promise to supply customers with more progressive M&S Energy. According to Uswitch.com, “All the electricity used by its customers is matched with power generated from renewable sources including solar and wind power”. 
Sarah Ingrams wrote, “The new partnership plans to ‘create a more progressive, digital and commercial M&S Energy’ which will ‘challenge the Big Six’ energy firms”.
Investigating M&S Energy performance by looking at customers satisfaction through their reviews. It shows that it is at a high standard. 96% of customers believe the service is excellent, 3% say the service is great and Average, poor and bad receive 1% each.

Marks and Spencer have various stakeholder internally and externally. Their internal stakeholders include staff members, management, owners and shareholders. 
Staff members and management are vital stakeholders within the organisation as they are the main communication to process the system as smoothly and unproblematic as possible. The company has approximately 78,000 workers.  
The organisations stakeholders are its owners as the company’s profits are a source of their income. The organisations shareholders provide expansion to anticipate a higher value of the company’s shares. The organisations customers share a big part as its stakeholders as they are the source of profit by buying its products which increases its sales. ‘Lesson Twelve’ says, “Through the sale of goods to the company, they gain profits while the company utilizes the supplies in its business”.  

International Trading
Marks and spencer are one of the leading UK retail groups which supplies multiple products from clothes to groceries and beauty products. The organisation trade internationally as well as across the UK. in the 1960’s the director at this time was invited into the USA by the American trade board around the time of the second world war. The objective was to boost British export to help finance the war effort. In 1948 was the earliest known date for Marks and spencer to export to its ‘chain store friends’. These chain store friends included countries such as Switzerland, Belgium, Sweden, Australia, New Zealand, Canada and South Africa.  In 1965 M&S opened a ‘chain store’ in Cyprus branded St. Michaels.
M&S company Archive say, “M&S is starting to export St. Michael goods to Cyprus, and in 1965 a St Michael branded shop opened”.
Researching more present events of marks and spencer’s international trading. It was found that between 2011 and 2013 M&S opened another 57 stores and expanded into 9 new territories, one including Marks and Spencer, Champs Elysees in Paris. Which was followed by a store opened in Hong Kong, central tower store in 2014. 
M&S say, “As we aim to build a scalable business internationally, we continue to localise our ranges for the market”.
In 2016-2017 marks and spencer decided after a strategic review, to plan to cease trading in ten lossmaking own markets. This allowed M&S to focus on an international franchise model. According to Butter Boom, “Marks & Spencer, With Hong Kong’s British Heritage, key names such as Marks and Spencer have made their mark in the territory by bringing British style and living to locals and expats alike”.
Market share in the retail industry
Retailer market share is important to the industry and tells them the total percentage of market volume that they represent categorically. Also at a brand, item and segment level.
(CMKG) “In the above example, for total Category, the Retailer’s share of the market is $44,626, divided by $161,961, which equals 27.6. (See website in reference list to find the example).
In 2018 retail insight network.com is within the ten largest retail companies based on their market share. Combined, the ten largest retail company’s market share is at 6.4% of the global retail market. (Retail insight Network) “The ten world’s biggest retailers represent a combined market share of approximately 6.4% of the global retail market, which was valued at $24.86t in 2018”. 
By April 2020, Marks and Spencer had a share of 3.1% of the UK’s grocery market, which had dropped since 2017 by 0.2%. Researching marks and spencer’s clothing marketing share it was found that by the end of the financial year in March 2015. Marks and spencer held 10.8% share of the UK’s menswear market. According to Statista 2015, “As of the financial year ended March 28, 2015, the British retailer holds a 10.8 percent share of the UK menswear market”.
In the 2018 the leader was Marks and Spencer in the market share with a share of 7.6%, which had dropped from 9.6%. It was found the even though being in the lead for its market share, it was a very rare and poor performance from the organisation. This shows that the company have had a drop in profit over all as the figures for both the grocery market share and menswear market share have decreased. (Statista) “In 2018, the leader in the market was Marks and Spencer with a market share of 7.6 percent”.
In total marks and spencer market shares have fallen by 50%. The reason is related to the heavy selling of shares by hedge funds due to them being short on stock. This also means that around 12% of stock was sold short. (The Motley Fool) " The Marks and Spencer Group (LSE: MKS) share price has now fallen by 50% since May 2015.

2.2 CRM
Customer relationship management is denoting strategies and software that enable a company to optimize its customer relations. 
From the organization's point of view, this entire relationship encompasses direct interactions with customers, such as sales and service-related processes, and forecasting and analysis of customer trends and behaviours. Ultimately, CRM serves to enhance the customer's overall experience.
The benefits of CRM are such as:
· To boost customer satisfaction 
· To improve customer tension and revenue 
· To improve company communication 
· To optimise your marketing efforts 
· To gain valuable business insights 
The CRM process benefits organisations by having a structure that allows them to keep track of the customers needs and wants to enable to better themselves as an organisation within this generation. By boosting ‘customer satisfaction’ it will increase the profit as it will entice customers to return to purchase products more regular. This could include quality, customer service, customer loyalty cards or deals and fair prices. 
Improving company communication will always have a positive effect on any organisation as communication is one of the most important factors with a company. Without good communication there would be a massive lack of awareness, routine or knowledge of what the organisation expects from its workers to achieve its objectives.
Optimizing your market efforts and always looking at the positive outcome of a good or bad situation, making the best of what can be worked with. This means there can always be a good result out of any situation. 
CRM information data
The slogan for CRM at marks and spencer is, “The customer is always completely right!”. Their aim for customer relationship management is to prevent an miscommunication between the organisation and its customers, which presents a high standard of customer satisfaction. 
M&S use its software to analyse sales volumes and localised customer behaviour to decide when and what to stock though out the day. The use the data on the new IT systems that has had a £150million revamp. 
Marks & Spencer uses edit track business tracking system throughout their international supply chain and in 2005 this software used to manage over £800 million of stock and helps to tracks the progress of purchase orders all the way through the supply chain holding detailed information on the activities performed to the orders Whether they have been consolidated at origin, loaded at the factory or if they have travelled by road, sea, or air. 
Marks and Spencer use their loyalty cards to collect data to know what is popular with its customers and use the cards to track customers habits. The loyalty card also tracks the customers movements, to be able to get a loyalty card the customer must provide their name, date of birth and their address and possibly other information. Using a loyalty card online allows M&S and track how many people are shopping online as well as shopping in store, which allows the company to find an accurate figure of when and where they are shopping. 
The loyalty care also helps to build a profile. Data brokers are third party company’s who buy the customers data to enrich the data they have collected. The third-party companies then create their own data by looking at the different customers habits, personalities and patterns.  Retailers can then match their loyalty card data to these profiles, producing a clearer picture of shoppers.
All organisations processing personal data must comply with data protection law and each company has a data privacy policy. This will include details of what data they can collect, how it can be used, and whether the data can be sold on.
Although marks and spencer will often not pass loyalty scheme data to other parties, they may share customers' information with companies within the same group, which can be global.
Sparks cards points are not an equivalent to money whilst shopping in M&S and cannot be used to buy something. They are used to collect points to unlock new deals and sales, special events deals and a free product or item around the card holder’s birthday.
Researching customers satisfaction through marks and spencer loyalty card reviews, it was found that customers are not impressed with the spark cards. It shows that customers are offered the same or pointless sales for the time of year it is. Many are notified through email to log on to their account to activate brand new deals and find they are irrelevant or disappointing. Other customers have said that they have offers but when trying to use these, the offer has expired shortly after. 
It is evident that the sparks cards are not improving customer satisfaction or loyalty. Customers are disappointed by the very little they are offered, even after having a loyalty card for a while. 

2.3 Ethics
Ethics are moral principles that govern a person's behaviour or the conducting of an activity. It is also the branch of knowledge that deals with moral principles. According to Chitra Reddy, “One of the most important things which reflect one’s personality is the ethics that he or she possess”.
The benefits of an ethics in an organisation which include:
A competitive advantage,
Customers favour those organizations, which are known for their ethical practices. Hence, ethical violation reduces the company’s market share, reduces their sales and revenues and ultimately adversely affects their bottom line.
Better staff attraction and retention,
Ethics compliant organizations also de­velop their brand image and such employer branding help them to attract and retain the best people, which eventually contribute to their sustainable competitive advantage. 
Investment,
Ethics compliant organizations also attract investors, as people repose their confidence only on those who show integrity, a sense of respon­sibility and who are trustworthy.
Morale and culture,
Ethics compliant organizations also create a workplace, where employees feel compelled to work. Ethical organizations develop high integrity, become socially responsible, globally considerate.
Reputation,
Building organizational reputation, takes years of effort, and ruining it hardly requires one violation. Ethically responsible organizations are less prone to scandals and disasters. 
Legal and regulatory reasons,
Even though compliance with ethics is still voluntary and organizations comply with these for their long-term business interests, globally ethical issues are likely to come under legal and regulatory norms, making it compulsory for organizations to comply with the same. 
Legacy,
It is the human nature to be good. Ethical consideration is changing our perception of legacy, which is not the pile of money at the cost of others’ sufferings, but decisions and business practices which are beneficial to man­kind. 

The disadvantages of ethics in an organisation are:
Reduction in profits,
If the company is following ethical route than chances of it earning more profits are less as sometimes for snatching business opportunities from competitors, the company must adopt unethical route. 
Long term process, 
Another drawback of business ethics is that company cannot become ethical overnight rather it is a long-term process which requires considerable discipline and effort on the part of the company which only a few company’s top management can manage.
Small company’s find it difficult,
An argument against business ethics is that as far as big companies are concerned, they can afford to lose some business for doing business ethically, but as far as small companies are concerned in this age of cut-throat competition where small companies vanish quickly due to low sales and profits one cannot expect all small companies to do business ethically.

2.4 Sustainability 
Sustainability is the ability to be maintained at a certain rate or level. It is also the avoidance of the depletion of natural resources to maintain an ecological balance.
According to Mitchell Grant, “Sustainability focuses on meeting the needs of the present without compromising the ability of future generations to meet their needs”.
The benefits of sustainability are:
A licence to operate (speed to market),
As an old saying ‘time is money’ with an official licence to operate or trade it will certainly speed the process up. An organisation with a positive reputation and well known has the better advantage over another organisation that are not much heard of. 
Cost reduction or avoidance, 
Most businesses know the importance of investing in preventive maintenance to keep equipment in good working order. In fact, these ‘expenses’ are not considered optional. Those who do not invest in this manner are considered foolish and viewed with contempt. But there are other, direct ways that businesses can save money through a longer-term approach.
Market opportunity /advantage
Brand reputation or goodwill is an asset a company has over the long term. ‘Walking the talk’, is a concept that goes back to times of democracy and the concept of an empowered populace. It is important to note that he acknowledges that people attribute values based on acting in accordance with aspirations. Socrates said that “the way to gain a good reputation is to endeavour to be what you desire to appear.”

 The disadvantages of sustainability are,
Costs,
Whilst intentions are good, carrying them out costs work as it is about reducing or completely dispensing with energy that already supplies part of the population with a new one, changing infrastructure, consumption habits and this whole transition can be very expensive.
Unemployment in some areas,
Changes to preserve and care for ecosystems and biodiversity can cause several industries to reduce their activities or, in the last case, stop them altogether. This can bring unemployment for many people who have dedicated their whole lives to work in a single sector, such as the coal industry. Sustainability is a better quality of life is contemplated in the future, but it does not take into account the collateral effects for the population in current times.
Fragile commitment,
As the transition to a more environmentally friendly industry is more costly and difficult to meet because of the points mentioned above, there is a risk that the commitment made with society is not so serious. This inconvenience would occur because the results obtained are generally long-term, but in places that are just developing, it may not be possible to wait so long.
More requirements,
The companies, plants, factories and others responsible for influencing the environment and would have more requirements to function, such as reducing their carbon dioxide emissions or correct treatment of their waste. Although they seem necessary and common sense, not everyone could meet them without compromising their efficiency and their work, in addition to the entry requirements would be very high for small companies.

Ethics and sustainability in Marks and Spencer 
Marks and Spencer are committed to the environment and to show this they provide their stores with high quality, long lasting products. Using eco friendly materials which include recycled polyester and organic cotton as sustainability is used within present fashion. 
Marks and Spencer have received a ‘good’ on its labour rating and are certified by ‘SEDEX members Ethical Trade Audit’ who look at universal human rights globally. Marks and Spencer aim to be the leading abolishment in modern slavery and human trafficking along side other forms of human discrimination from the organisation. M&S are yet to focus more on relationships with suppliers and worker empowerment. 
Charlotte Brown wrote, “For their labour rating, Marks & Spencer have received a ‘Good’. The brand is certified by SEDEX Members Ethical Trade Audit”. 
It is evidence that Marks and Spencer’s reputation has a better advantage as being eco friendly and have a strong support towards human rights shows popular to its customers.
Investigating if marks and spencer use Parallels pyramid to its sustainability and ethics, it has shown that the organisation does follow it as a guideline. Due to the concern and planning of human rights and being eco-friendly. 

2.5 Quality 
Quality is the standard of something as measured against other things of a similar kind; the degree of excellence of something.
Quality is the result of collective effort of every employee in an organization. Quality cannot be achieved only through stringent quality control methods and use of sophisticated instruments or by highly competent quality department. (Seven Steps, May 2019)
Quality monitoring is the supervision of the standard of services provided to customers and staff members ensuring all support services are in a good place and at a high quality, the standard of data upkeep also the standard of technology. Its is keeping track of the quality standards overall within the organisation. 
Quality control is a process in a business that seeks to ensure that product quality is maintained or improved. Quality control involves testing of units and determining if they are within the specifications for the final product.
Quality assurance is a part of quality management that makes sure that everybody is doing everything correctly in all stages of the production process. Quality assurance is a way of preventing mistakes or defects in manufactured goods or services. 

Researching some quality models. There is the ‘Gronroos Model’. This model was created by ‘Christian Gronroos’ in 1982. This model focuses on technology and functional quality. 
This model starts with an image. The organisation has an image of how they want it to look. It then branches into technology and functional quality plans separately. What technology do they want to improve? And how they are going to do this and make it functional? 
The model is then used to look at the expected service to come from what the organisation are aiming for, the perceived service and finally the perceived service quality. The outcome of this process should be whether the organisation have found if the first initial plan is going to work.
(Toi yeu ban dich) “The model shown in Figure 19.6 focuses mainly on the construct ò image, which represents the points at which a gap can occur between expected service and perceived service”.
In 2002 M&S had to conduct a post- implementation review with a software supplier after its CRM failed to meet productivity standards. They were failed as it had shown M&S could not cope with the large number of inquiries within the call centre. Marks and Spencer say the reasoning for the this was due to the software update and call centre staff needed to get used to the new system. 
M&S are using quality monitoring and control to improve the company’s CRM to keep track of customers enquiries and responding to them more quickly.
(Daniel Thomas) “"Tracking customer inquiries and responding to them more quickly and effectively is now easier".

2.6 Segmentation 
  
As a Segmented Market, Marks and Spencer has positioned itself as a premium brand in the supermarket industry. As customers are willing to pay a premium price for the M&S brand so they have set their prices higher because of this premium brand perception in the minds of customers. By using the segmentation technique, Marks Spencer can narrow down the large, diversified target audience into specific and narrowly defined groups. Market segmentation surveys are common methods of obtaining the customer-specific information M&S use to create groups sharing common characteristics.

Marks & Spencer promotes its season sale to its loyal customers by giving them special discounts. M&S also runs a special loyalty program ‘Sparks Card’ which adds points to the customer’s account based on the amount spent on shopping. This reward points can then be spent on future purchases from Marks & Spencer stores.
3.0 Conclusion 

To conclude this report, it was found that overall Marks and Spencer are a good, well known branded organisation. The company has been around for many decades and continues to grow through the UK and internationally. The company have a good relationship through its chain stores and with its stakeholders. M&S have a wide range of high-quality products and merchandise from clothing of all ages and genders, beauty, groceries and event deals such as birthdays, Mother’s Day and Father’s Day etc. The company have also invested in successful energy efficiency services and partnered up with a known energy company to strengthen its place within the industry. It first started with SSE but eventually partnered with Octopus Energy and continue in a partnership. 
They have opened their own branded banking system through HSBC, so its customers have a choice of current accounts, credit cards and loans. For its loyal customers, M&S provide a loyalty card called ‘sparks card’. This give the customer point each time an item is bought, and the number of points given depends on the number of products bought. The points offer different deals and discount offers on clothing and beauty products. Marks and Spencer aim to be the leaders in abolishing human discrimination from the organisation which gives them a good image as a company. 

It is evidence that Marks and Spencer are having trouble with its profit loss, over the decades M&S have had a profit loss internationally and through the UK. The biggest loss is with Menswear and have had a total profit loss of 50 percent. Even with overall good customer satisfaction they are lacking to satisfy customers through loyalty cards. On reviews found customers were complaining about the poor discounts they received on items that they would not usually choose. It could be items that were not suited to the season, or just unpopular items in general. A few customers complained that when receiving a discount offer and using it in store.  the next day, they were told that the discount had already expired and unable to use the offer. 

Recommendations to Marks and Spencer is to change how the loyalty card works. Customers are not happy with the points given and what they receive from them. Instead of 20% off a pair of jeans in summer season, offer 20% off summer clothes, shoes, accessories or picnic food. Expiry dates should be extended to at least a month and not the next day, this will give the customer time to use it on their next shop in store or online as most of the public do not do an everyday food shop. 
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