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Executive Summary


The report has explained the quality procedure in the workplace to improve the customer experience. M&S mainly focuses on understanding the customer attitude and demand to deal with market challenges. This report has illustrated the Tech-touch and Human touch to improve customer satisfaction. It has examined renovating the store layout to grab the attention of the potential customer and deliver the best service to grab customers for future growth. The report has discussed different models such as the SERVQUAL model and Gronroos quality model to deal with customer attitude. The report has a focus on customer relationship management of M&S to maintain a strong connection with a customer. 
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CRM is mainly considered as a set of practices, strategies and technologies use to manage and analyze customer interaction for future growth (M&S, 2021). The report has explained the CRM system and M&S needs to improve the customer experience. The report has discussed the Tech-Touch Vs Human Touch to become successful in the global marketplace in this sector. The report then illustrated the customer experience and brand experience is to maintain a strong relationship with supermarket brands for future growth. Moreover, this report has discussed the different models of quality management to improve the customer experience. 
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In 1884, M&S mainly focus on start-up a small retailer to meet the demand of the local customer. The Company offers a wide range of products or services to fulfill the need of the customer. In 2020, M&S has more than 1037 stores located in UK and international market (M&S.com, 2021). The Company employed 70,000 people and most female to gain a competitive edge. With an online platform, M&S attracts millions of customers across the world and shopping apps.  At present, the Company operates more than 1509 stores and over 100 online sites across the world to fulfill the increased demand of the customer. 
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Source: (M&S.com, 2021)
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[bookmark: _Toc89046656]Impact of Tech Touch Vs Human Touch on Customer Experience of M&S

M&S mainly focus on customer relationship management to develop a strong sense of trust and respect to gain the attention of customer (Corporate. Mark and spencer, 2021). With the help of Tech-Touch, the Company mainly focuses on retaining a customer and increasing the sales margin for future growth. Moreover, the Company focuses on a loyalty card, management information system, and direct feedback to differentiate their product to satisfy the customer need. In the pandemic, M&S launch a Food Innovation Hub to concentrate on new trends, cutting edge, and latest technologies to improve customer service (Dewnarain et al., 2021). The Company develops a new sustainable solution to reduce plastic packaging and other alternatives for the fitness of customers. The Company mainly focuses on Tech-Touch to digitalize its operation to meet the online demand of customers. 
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Source: (M&S.com, 2021)

Omnichannel of M&S includes all customer touchpoint into a single integrated customer journey to increase the purchase and long-term loyalty for future growth. With the help of tech-touch, the Company directs connect with the customer to increase sales margin. 
The Company re-launched its owned digital platform to maintain a strong position in the global marketplace (Dewnarain et al., 2021). With the M&S app, the customer hires a personal stylist to handpick a perfect outfit and resolve the problem of wardrobe. The Company mainly focuses on the latest technology and digital platform to understand the customer style and trends for future growth. With the help of machine learning, M&S introduce a personal stylist service with a question-and-answer session to discuss the fashion needs of customers (Corporate. marks and spencer, 2021) 
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Source: (M&S, 2021)
With Browse and Order, the Company mainly focuses on store outlets to improve the demand of the potential customer. It includes different features such as digital display, touch screen, magic mirror, or virtual dressing room to become a leading industry (M&S.com, 2021). 
The human touch in customer service at M&S is considered as respect, flexibility, and empathy to satisfy the customer demand (Corporate. marks and spencer, 2021). Customer reach at the physical store, an employee of M&S increase emotional awareness is to make the difference. This touch also helps M&S to improve the customer journey. 
With the help of email marketing, the Company employee interacts with the customer and also helps to select the best quality of product or service to satisfy their need. At the store, M&S team members easily manage the business operation and receive a response to deal with them effectively. 
The Employee must focus on understanding the customer data to improve the customer journey for future growth. 
M&S mainly focus on supply chain management to process the product order safely and effectively, reduce operating cost and minimize delay to improve the customer experience (Ridwan et al., 2021). 
In 2020, M&S maintain an emotional connection with an employee to motivate them to purchase the product or service. The Company developed a comfortable environment while dealing with the customer. With the help of collaborative style, employee engagement helps to improve the customer experience.  At present, M&S employs more than 70,000 people across the store, support center, logistics operation, and international team to meet the demand of the customer. With the help of the human touch, M&S treat their customer with dignity and respect for future growth. 
An employee of M&S maintains a good connection with colleagues to deliver a great experience for future success (Guerola et al., 2021).  With the help of a CRM system, Tech and Human touch are important to improve the customer experience. M&S also focuses on new ways and realizes them to deliver customer experience for future success (M&S, 2021). A staff member of M&S develops a customer-centric culture to easily complete the task. Employee always focuses on customer behavior and attitude, recruit skilled employee, and offer compensation to manage business operation (Das and Hassan, 2021). 
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M&S mainly focuses on Best Customer Experience at loyalty magazine to gain a competitive edge (Corporate. marks and spencer, 2021). 
The Company must partnership with the online retailer to improve the customer service for future growth.  
With innovation, M&S engages with the customer to win customer loyalty to deal with market challenges. The marketing team of M&S focuses on customer service centers, together with a smaller team, and others to improve the experience of a potential customer (M&S.com, 2021). The Company focuses on a wide range of products or services with the best quality to constantly deliver the best experience. In a pandemic, M&S re-launched the design of the website to satisfy the demand of the customer. The Company mainly focuses on clothing items to improve the service of the customer (The Drum, 2021). With the help of social media tools, M&S easily measures the success and goals toward future success.
 The Company mainly focuses on the latest technology with different ways to improve the customer service offering. M&S focuses on the social media team to work on feedback from customer responses to deal with changes (M&S, 2021). A retailer like M&S focuses on a commercial strategy to increase the sales margin and drive engagement. The Company mainly focuses on Twitter and Facebook to improve the demand of customers for future growth.  
M&S focuses on social media marketing to develop their investment in multi-channel and strong performance (Guerola et al., 2021). With the help of the e-commerce platform, M&S focus on logistics and fulfillment of service to increase online sales for future development. The Company also shifts toward a marketing approach to support staff members and enhance the service of the customer. M&S conduct a marketing campaign to reach 23 million people within the first 24 hours and received more than 300,000 new Facebook fans (Corporate. marks and spencer, 2021). Apart from this, the Company running a marketing campaign to drive a sales margin of clothing products or services. The management team of M&S focuses on customer service centers to improve the customer experience as well as maintain a brand image in the global marketplace (Ridwan et al., 2021). 
From the above discussion, M&S should focus on online media and social media platforms to improve customer service (The Drum, 2021). With the help of social media, the Company easily connects with another market department to maintain a brand image. M&S also managed a marketing campaign to increase awareness about the latest product or service. In a pandemic, the Company focuses on data analytical tools to improve brand reputation and image in the customer's mind. M&S maintains a strong connection with the supplier to improve their product quality for customer satisfaction (Guerola et al., 2021). M&S also focuses on the online website so the customer easily clicks and collects the product within a few days. M&S should focus on the online catalog to satisfy the demand of 6 million customers for future growth (Migdadi, 2020). 
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Quality System on M&S

The quality management system is mainly considered as structure, responsibilities, process, and resource to implement the management quality to improve the customer experience (Cárdenas et al., 2021). M&S mainly focuses on product quality to deal with businesses to accomplish set goals. In 2020, M&S implementing new policies and maintenance of service and value is to become successful in the global marketplace. The quality system of M&S is a set mechanism for managing and continuously improving core procedures to attain customer satisfaction at a lower operational cost. QMS also helps M&S to accomplish quality-related goals for future success (Mittal et al., 2020). The Company serves more than 32 million customers every year in UK. The Company exports the best quality of raw material and stylish to develop the best clothing products to meet the customer demand. 
M&S employs more than 80,000 people to maintain a strong position for the business, deliver a great customer experience and bring technical knowledge for future success (Wainer and Moallemi, 2020). M&S mainly focuses on the golden rule to always focus on ownership of helping the customer and getting feedback to improve its service. An employee of M&S always smiles or says hello at the doorstep of the store to improve the quality experience. It mainly treats their employee with the golden rule with courtesy, interacts, and engages with customers to increase customer demand (Barbosa et al., 2018). 
Moreover, the Company mainly focuses on the latest quality of product or service to treat the employee with dignity and respect (Mittal et al., 2020). The Company motivates staff members to be equally sensitive to the need and expectations of the existing customer.
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SERVQUAL Model

This model is mainly based on quality assurance and implemented to measure the service experience in the global market. With this model, the Company mainly focuses on a quality system to improve customer service (Cárdenas et al., 2021). This method also helps M&S to measure and capture the service quality experience among customers. With marketing research, the Company also understands customer satisfaction and service quality to gain a competitive edge. This model mainly deals with customers and businesses to better meet the demand of customers (Song et al., 2020). Through this model, M&S easily understands the customer behavior and attitude to make the right decision for customer satisfaction. Through social media platforms, the Company easily shares its perception to gain the attention of potential customers. SERVQUAL model help to identify the gap in perception between what firms believe to deliver to customer and the perception of mind of the customer (Mittal et al., 2020). This model is mainly based on 5 dimensions to improve customer service are discussed as under:
Reliability: In this stage, the Company mainly focuses on service quality to improve the customer experience. M&S focuses on the ability to perform service smoothly for future growth (Wainer and Moallemi, 2020). The Company mainly focuses on employee capability to complete the service on time, consistently, and error-free to meet the demand of the potential customer. For instance, M&S mainly focuses on pricing strategy to maintain a strong position in the supermarket sector. With the help of social media platforms, the Company collects customer feedback to respond to their goodness. M&S knows about the quality and is ready to pay more value for continuous improvement (Song et al., 2020). M&S mainly focuses on designing a logo to represent the customer's attitude toward the product or service. The Company management team offers gift cards and promotional coupons to improve the demand of the potential customer. 
Responsiveness: In this dimension, the Company mainly focuses on quality service responsiveness to deal with customer attention (Barbosa et al., 2018). M&S management teams can respond the customer needs and demand promptly. For instance, M&S launched a browse and order system to improve customer service.
 With the latest technology, the Company's main aim is to speed up the demand of customers for future development in the competitive market (Cárdenas et al., 2021). 
M&S focuses on Customer delivery assistance to monitor the online delivery of customers at the doorstep of the customer. With this system, M&S always tries to reduce the infection of viruses and service best service to gain customer attention (Ma et al., 2021). 
Assurance: This dimension also helps M&S to establish trust or confidence in customers' minds (Muda and Ade Afrina, 2019). With the help of communication, the Company motivates an employee to improve their knowledge and ability to maintain a friendly relationship. In a physical store, Employee of M&S respects their customer to increase the sales and profit margin. The store employee of M&S also encourages the customer to purchase the product or service to improve the brand image.With the help of a training program, the Company encourages the employee to gain a competitive edge (Wainer and Moallemi, 2020). In a pandemic, M&S also offer discount and gift coupons to gain the attention of the potential customer. 
Empathy: The Company mainly focuses on service quality empathy. In this dimension, M&S must show their staff members' capabilities to show care and genuine concern about customers (Mittal et al., 2020). It also continues to display the effectiveness and efficiency of the staff member to gain customer attention for future growth. In a pandemic, M&S focuses on displaying the amount of empathy to accomplish set goals (Azhagan et al., 2021). M&S launched a Complaint cell for customers and try to resolve the problem within 24 hours in the end the customer feel satisfied. 
Tangibles: In this dimension, the Company mainly focuses on physical facilities, machinery, and the appearance of the employee to gain the attention of the customer. M&S focuses on logos and websites to improve the customer experience. The company focuses on the cleanliness and presentation of a store that is important to improve the service of the customer (Barbosa et al., 2018). Through effective motivation, the Company will easily understand the perception of the customer and increase shopping.
[bookmark: _Toc89046660]




Gronsroos Quality Model 

This model is mainly based on expectation as a function of market communication, image, word of mouth, and customer need to maintain a strong brand image (Muda and Ade Afrina, 2019). It mainly includes functional, technical, and brand image in the global market. With the help of this model, M&S mainly focuses on service quality to improve customer demand. The Company mainly focuses on resources and activities to improve the product quality for customer satisfaction (Ma et al., 2021).M&S mainly focuses on three dimensions are discussing as under:
Functional Quality: It mainly focuses on customer perception toward a particular product or service. For instance, M&S mainly focus on quality management and customer relationship to develop customer demand (Azhagan et al., 2021). The Company focuses on a cost leadership strategy to produce the best quality clothes to gain the attention of the potential customer. With the help of the latest ways, M&S measures the quality of service and product to improve the customer experience. 
Technical Quality: This dimension mainly focuses on technical quality to improve the customer demand at the global level. The Company uses data analytics tools to create customer happiness and satisfy (Ma et al., 2021). M&S also invest fund in the latest technology and digital platform to improve customer service. The Company continues to update its social media site to collect customer feedback for future growth. With the help of browse and Order, M&S customer easily selects the product and size without any problem (Bhardwaj and Pruthi, 2020). 
Image:  This dimension mainly focuses on the brand image of M&S with functional and technical quality. In this dimension, M&S mainly focuses on product quality and service to create high value in the customer's mind (Azhagan et al., 2021).The Company implemented a monitoring system to track the customer order and improve their quality service for future growth. 







[bookmark: _Toc89046661]                                                      

                                                      Reference List


About Us. 2021. About Us. [online] Available at: <https://corporate.marksandspencer.com/aboutus> [Accessed 13 November 2021]. 
Azhagan, C.T., Gangadharan, S. and Madhanrajan, U., 2021. Computational analysis for service quality determinants in retail sectors using SERVQUAL model. Materials Today: Proceedings.
Barbosa, L.C.F., de Oliveira, O.J. and Santos, G., 2018. Proposition for the alignment of the integrated management system (quality, environmental, and safety) with the business strategy. International Journal for Quality Research, 12(4). 
Bhardwaj, R. and Pruthi, D., 2020. Evolutionary techniques for optimizing air quality model. Procedia Computer Science, 167, pp.1872-1879.  
Cárdenas, R., Arroba, P. and Risco Martín, J.L., 2021. Bringing AI to the edge: A formal M&S specification to deploy effective IoT architectures. Journal of Simulation, pp.1-18. 
ComputerWeekly.com. 2021. M&S uses social media to make customers happy and drive sales. [online] Available at: <https://www.computerweekly.com/news/2240217064/MS-uses-social-media-to-make-customers-happy-and-drive-sales> [Accessed 13 November 2021]. 
Das, S. and Hassan, H.K., 2021. Impact of sustainable supply chain management and customer relationship management on organizational performance. International Journal of Productivity and Performance Management. 
Dewnarain, S., Ramkissoon, H. and Mavondo, F., 2021. Social customer relationship management: a customer perspective. Journal of Hospitality Marketing & Management, pp.1-26. 
Ma, P., Yao, N. and Yang, X., 2021. Service quality evaluation of terminal express delivery based on an integrated SERVQUAL-AHP-TOPSIS approach. Mathematical Problems in Engineering, 2021. 
Migdalia, M.M., 2020. Knowledge management, customer relationship management, and innovation capabilities. Journal of Business & Industrial Marketing. 
Mittal, S., Kasdaglis, N., Harrell, L., Wittman, R.L., Gibson, J. and Rocca, D., 2020, December. Autonomous and composable m&s system of systems with the simulation, experimentation, analytics, and testing (SEAT) framework. In 2020 Winter Simulation Conference (WSC) (pp. 2305-2316). IEEE. 
Muda, I. and Ade Afrina, E., 2019. Influence of human resources on the effect of system quality and information quality on the user satisfaction of accrual-based accounting system. Contaduría y administración, 64(2), pp.0-0. 
Ridwan, R., Nur, Y. and Mariah, M., 2021. The Influence of Customer Relationship Management on Customer Satisfaction. JURNAL ECONOMIC RESOURCE, 4(1), pp.90-100. 
Wainer, G. and Moallemi, M., 2020. Designing real‐time systems using imprecise discrete‐event system specifications. Software: Practice and Experience, 50(8), pp.1327-1344. 
16

image1.png




image2.png
Moving ano body hape. Which o th olowing

Joushdbenin
(o~ §

Pedec Wer nely hre Nt wich o these
s doyou st thelock f?

© Chc,Clsic,Satomentand Trond iod

A whre do you curetyshop e most?

© ASOS, COS, HaM, iguaw, MBS, & Othar
Stoie, Topahop, Whies and Zara

oy raed ny s o rspation o he

oy





image3.png




