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Marks and Spencer- Does it deliver on CRM?
Understanding and engaging in the customer experience.
Natalia Michalak | BA (Hons) Leadership and  Management | 25.06.2021

Executive Summery 
Provide a quote that describes what is meant by the term ‘Customer Relationship Management’. This task should include describe what CRM means at Marks and Spencer.
Investigate the customer relationship experience of Marks and Spencer and one other similar organisation based on the following policies:
1. Ethical
1. Sustainability
This task should be a critical discussion including examples from the organisations. It should also be supported with academic theory and citations.
Demonstrate through a ‘critical’ discussion of a variety of quality models and theories that may assist in an organisation improving its customer relationship management.
This task requires a ‘critical’ investigation into a wide variety of academic quality models and theories supported by organisation examples to demonstrate knowledge and understanding of the concept of ‘quality’ and its link to measuring Customer Relationship Management.
Discuss through examples from Marks and Spencer, academic theory and industry good practice the benefit of CRM to organisations engaging in the following activities:
a) Segmentation 
b) Targeting Customers
c) A Loyalty Ladder
d) Marketing Mix
This task requires each of the above activities to be researched and examples discussed based on the organisation, theory and industry good practice.
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1.0 INTRODUCTION
The report here is written by Natalia Michalak who is a student on the module: Understanding and engaging in the customer experience conducted by Marie Heffernan. Assignment tittle is: Marks and Spencer- Does it deliver on CRM?
Report for submission on 25th June 2021.
The report is to cover the main module in the acquisition wounds of the main entity Mark and Spencer and analyze Customer Relationship Management in order to understand the structure of a given brand on an example.

2.0 FINDINGS 
2.1 ORGANIZATION BACKGROUND

 Mark and Spencer is one of the most popular multinational stores that is known all over the world. The shop was established in collaboration with Thomas Spencer and Michael Marks in 1884 in Leeds. The company specializes in the production of clothes, sale of food and home products under its own name. Over time, M&S expanded its banking and energy service into renewable energy plus selling basic products in 1,400 stores outside the UK.
The company's revenue is over £ 10 million for 2020. In 2021, it employs 78,000 people. M&S has been very successful in the market. In 1998, it became the first retailer with a first pre-tax profit worth 1 trillion pounds. A similar success was translated into 2008, but in the years between the average profit is on average between 150-990 million per year, which is a very large fluctuation. After 2008, the average revenue was at least between 500-780 million. Last year, 2020, has turned out to be the most enjoyable for the company due to the pandemic. The company's profit is estimated at just under £ 68 million. 
The company predicted due to lower revenues and a contract signed with the technology company Ocado, which was to deliver food online from the store directly to the customer in 2018, the company issued a statement on the decision to close 100 stores by 2022, mainly in the United Kingdom. In 2020, however, they decided to close at least another 10 by 2030. In 2020, due to these circumstances and the pandemic, about 7,800 people lost their jobs.

 Mark and Spencer's stakeholders are clearly defined by the company's most recent policy in a 2015 document.  Mark and Spencer has entered into cooperation with GlobeScan to create Plan A which is to create another main pillar of the company on which the future policy of the company will be determined.  Plan A called "Transparency and Traceability" provides for complete transparency of the company and the continuation of production and sale of quality products in the store.  The plan provides for the expansion of marketing activities and the expansion of cooperation with its producers as well as regulating the policy so that stakeholders are informed about every move of the company and every stage from sales to production.  The company has taken clear steps to screen its internal Stakeholders to fine-tune its future Mark and Spencer transparency policy.  However, they mainly emphasize that as retail their main stakeholder are customers and producers as external stakeholders.  They mainly supply fine because the company's expansion and revenues depend on them.  Customers have a very crucial role as stakeholder.  Because buying products utilizing the products they have as a store, which is directly related to the company's revenues and the turnover of higher revenues.  Another element of the chain are prosecutors who establish cooperation and attract these customers with high-quality products and allow them to be sold through the M&S store.  Internal stakeholders are everyone who works for the company, i.e. employees, [image: C:\Users\UWTSD\Desktop\mxs97wtiv_types-of-stakeholders.gif]management, owners and shareholders.  Approximately, the company has 78000 workers. 

[image: C:\Users\UWTSD\Desktop\B25A6BD4-918C-2A18-4CDF8764C677779F.jpg] The main task of Plan A is to deal with the weaknesses of all sectors, that is: 
-general business 
-food
 -clothing 
-home / beauty, 
which are divided into three categories such as areas to be completely changed or to be introduced, areas where transparency needs to be improved and other places for monitoring.  The company has defined its policy on the basis of changes that are made in the world depending on the awareness of customers in each sweater life and the ability to choose the best option.  Therefore, the policy wants to act like certain brands that have been harassed are: 
-Interface,
 -Puma, 
-Nestle, 
-Nike, 
-Unilover,
 -The co-operative, 
-Kingfisher, 
-Novo Nordisk


2.2 CRM BENEFITS AND DISADVANTAGES OF A CRM SYSTEM
 Customer relationship management (CRM) is a process in which a business or other organization administers its interactions with customers, typically using data analysis to study large amounts of information.
 CRM systems compile data from a range of different communication channels, including a company's website, telephone, email, live chat, marketing materials and more recently, social media. They allow businesses to learn more about their target audiences and how to best cater for their needs, thus retaining customers and driving sales growth. CRM may be used with past, present or potential customers. The concepts, procedures, and rules that a corporation follows when communicating with its consumers are referred to as customer relationship management (CRM). This complete connection covers direct contact with customers, such as sales and service-related operations, forecasting, and the analysis of consumer patterns and behaviors, from the perspective of the company.
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 Analyzing a company's strategy and movements is very important in the world today. Numbers generate profits. Regardless of whether it is the number of customers or sold products. Each increase in numbers translates into profits in the company. Profit is related to the maintenance of the company and its success, which is why each company wants to generate better profits, but it is also related to maintaining the market. Keeping on the market is difficult due to the constant analysis of your movements, marketing campaigns, encouraging customers with quality, price, originality and all other features that will make the company's product be chosen as the only one among the competition and, above all, someone will come back for it. From the beginning of setting up companies, they analyzed how to encourage customers to buy services or projects. The first ad dates back to Mesopotamia, where he advertised himself with a betrayal story "to attract curiosity" in order to advertise his service. Advertising is a form of attracting customers that is needed to gather a specific group that we want to encourage. In collecting such data, it is important to conduct analyzes, statistics, surveys and all forms that collect such numbers. At the moment, they are simply the data that is most often collected through the media. The tool that allows you to plan each strategy and analyze it is the Internet. Each site has cookies that, with our consent, each visit to the site, site registrations and generally what we do in social media allow us to analyze such strategies. Thanks to this, the chain of customer needs can be met and at the same time multiply profits in the form. Each plan of mine is carefully selected for a given group because as a society each group is characterized by something and some distinct feature is ahead of another: they can be age groups, groups focusing on earnings, or gender. For many years, a lot of research and analysis has been created that can meet any market need, and most of all, a consumer one.

When it comes to benefits, there are several features that meet these conditions:
-It allows for more effective sales and marketing
Its task is to specify the sales target. It is important to establish a specific plan that is specific to a target group of a given product. On the basis of these plans, this data can be collected to specifically define the advertisement and encourage you to buy it.
-It can speed up the sales conversion process
The collected data is easier to analyze. Especially in the time after 2000, where almost everyone has access to the Internet not only on a desktop computer, but also on phones. Which are not only a communication tool, but have many functions that we can currently do anything with. Thanks to this, you can get data in the same fast way as we can communicate. What is more, it only requires the development of an appropriate algorithm that can analyze and adjust automatically collected data, thanks to which companies omit whole groups of third parties and the data goes to specific people who specialize in the processing of such data. Before the computer age, additional agencies were employed which in turn employed people to carry out such surveys and surveys manually. Currently, the technology is so advanced that it can reduce this to a minimum.
-It increases staff productivity, lowers time cost and boosts morale
Each collected data specifies not only customers, but also how employees work in a given company. Each company determines the advantages and targets to produce the right amount without losses. It is extremely important with products with an expiry date, because not only can a huge loss of money come into play, but also the intermediates needed for production, which, in excess, can spoil the market and cause the worst possible crisis. However, other important reasons also include the waste of food itself, which is associated with the excessive use of energy, waste, and the disposal of this waste. Thanks to the appropriate number of people, converted into a real target depends on morality, work in production and sales.
-It enables widely-dispersed teams to work closely
In the conscious sense of brands, their bravery can be extended to the whole world. In the days before the Internet, maintaining common contacts and the company with the same values ​​was terribly difficult. Therefore, by cutting production costs, the company can move to work online. The so-called home Office, which allows you to work from your own home, in a comfortable atmosphere of your own, keeping in touch with each month in the world. The possibility of contact is extended by technologies and numerous communicators, which will easily allow for constant contact with every branch and specialist from around the world. This has taken on a new and important meaning in times of the pandemic. Where our safety is one of the most important in these times. The storage of such data for analysis is of particular importance. And today's technology allows easy access for everyone interested in using simple tools available on the devices we use for work, such as a telephone, laptop, Internet clouds.
-Can improve customer loyalty through exceptional experience
[image: C:\Users\UWTSD\Desktop\final-advantages-of-crm-2019_04_25_05_27_51.png]In the case of the age of the company, the data they collect allow you to analyze the quality of products, whether they are won over by customers. It allows you to meet their expectations and give you access to the information you need. Due to the times we live in and access to all possible information by government regulations strictly related to our health and the Internet, we, as users, have the possibility of transparency of a given company. Companies more and more often have to take care of their image and quality of products, where customers demand from them as early as possible.



Regarding disadvantages:
-Staff over-reliance on CRM may diminish customers’ loyalty through a bad experience
Of course, such CRM software has some drawbacks and one of them is the use of this software, which, for example, in contact with the client as a series of behaviors and procedures may fail. Experience at every stage from production to customer service can bring a lot of misunderstandings and frustration, leaving certain situations unsolved or failing to meet expectations. Which can cause frustration and transition to competition by losing such a customer.
-Security concerns associated with centralized data
Storing data is now easier than transferring data, however, there is a risk of storage. It all depends on the design, place and regulation. Sometimes companies need to store personal data that needs to be protected with additional security. Keeping them online is a very convenient solution, but in the wrong hands can have serious consequences that can literally be used against people.

-The initial time and productivity cost of implementation
Each new implementation something changing, which can be the subject to learning something new, and can be associated with costs. This includes people, technology, changing processes for the better and implementing new solutions. Each solution involves analyzing data and establishing new targets, which directly translates into production costs and morale at work.
-It requires a process-driven sales organization
Obtaining steady sales is associated with a long process of devising a given strategy using CRM data. The problem is that with changing technologies and sometimes solutions and people's attitudes to the age of things change constantly. It is connected with the constant collection and updating of this data. They must be collected non-stop to solve problems successfully, keep people's attention, work on quality, and the production and people management process. Due to the fact that culturally man is constantly changing on many levels where the company has to deal with man, this data must constantly change and this is associated with huge costs. Which start with hiring the right people, sometimes changing the company's philosophy or training.

-It may not suit every business
[image: C:\Users\UWTSD\Desktop\final-advantages-of-crm-2019_04_26_10_32_11.png]Not every CRM strategy will be universal, so sometimes you should not focus on the numbers and the customer experience with a given company. CRM is an ideal tool that works on the client-company level where the research is punt by point so that they work for a certain company.

M&S’s CRM

 The Mark and Spacer CRM program mainly involves considering sectors that work well but can do better. All activities where sales are actively involved, divided into clothes and home goods, technology and cooperation related to the company, business expansion in Hong Kong and Macau, customer work, marketing strategies and Internet activities.
All of this is included in the program that is introducing the store from 2017. Therefore, the store followed Plan A, i.e. transparency, which is the main author of the company and puts the company's good name in the ranking of stores related to competition. Research that has been carried out on the market shows that M&S ​​is associated with the quality of its own products and a high price for quality. So the company meets its assumptions while [image: C:\Users\UWTSD\Desktop\download.jpg]trying to attract new customers.
M&S currently has 6 million members in its database, which is the most important aspect, as Marketing Director, Brand & Customer Rob Weston emphasizes. One of the most important implementations that will be continued is the membership of a regular M&S loyalty customer also associated with the M&S Sparks Card. Membership is intended to smoothly introduce customers to online shopping. One. The main goal of the CRM strategy is pitifully to be one of the largest online retail shop in the UK. 

Edwina Dunn, CEO, Starcount, said: 
“We are delighted to be working with M&S and partnering with them on predicting their customers’ wants and needs. Starcount’s expertise is the science of purchase and intent, understanding the ‘why’ behind M&S customer purchases to help deliver growth, profitability as well as a seamless customer experience.”




2.3 ETHICS
[image: C:\Users\UWTSD\Desktop\Blog1809-CodeOfEthics-card.png][image: C:\Users\UWTSD\Desktop\AdobeStock_34333839-640x427.jpeg] Ethics or moral philosophy is a branch of philosophy that "involves systematizing, defending, and recommending concepts of right and wrong behavior". The field of ethics, along with aesthetics, concerns matters of value; these fields comprise the branch of philosophy called axiology.


 Ethics refers directly to human morale, which in turn refer to the typical considerations of good and evil, for and against, as well as justice and crime. Ethics can be relative in themselves, and depending on the culture, religion, or knowledge of civilization, they differ and are constantly changing. Over the course of thousands of years this has changed, especially with the awareness and knowledge that we have come to know as humanity. Referring to the drastic example of wars and the struggle between paganism and Christianity, or the Holocaust, which by privileged individuals, we justify the bull with a higher good.
Nowadays, he refers to the attitude towards another person and less drastic examples, mainly translating into decisions about a given individual without focusing on anything at all. That is, now more attention is paid to the mental health, background, or the situation in which this person found himself. Often now with progress, the judiciary and many sectors that deal with human rights have developed. Many disputes were resolved by the development of the judiciary and the authority of the authorities, which resulted in the emergence of regulations and provisions thanks to which the society can move knowing what is a legal violation and what is even allowed. It was a great step to raise the issue of work, talking about the Code of Ethics, thanks to which the work environment can be safer, more effective in its activities and fair on both sides of the employee and the employer.
Of course, the employees themselves have a big impact on changes, but also the customers who make the choice of purchases. An example of this is Amazon, which is a modern company, very ethically regulated, however, it often moves to use employees in a long system of hours without the possibility [image: C:\Users\UWTSD\Desktop\business-ethics.jpeg]of rest to sit down and rest except for short breaks at work. Another ethically questionable aspect may be people's current awareness of climate change. Companies such as Amazon or Mark and Spencer have a negative share of the stand by using energy resources, promoting waste from food and even packaging of their products, as well as other things such as clothes (taking into account the common point of reference of these two large companies), as well as the impact of air pollution from exhaust gases produced by transport to shops, warehouses, production, etc., inadequate recycling of its customers, i.e. liability of the company, or other morally questionable factors that may affect the ethics of the company.
[image: C:\Users\UWTSD\Desktop\vc-blog-ethics.jpg]
About the benefits
- provide a competitive advantage in terms of customers
-improve employees’ happiness
-attract more investors
-better for society

About the disadvantages:
-limited ability to maximize profit
                                                                                   -time consuming implement the practices

 Ethically moral choices are the value most desired by companies. Every move is a benefit for company. It can rock sales and keep the company's good name. In terms of disadvantages, it limits the business in some way and forces us to look for new, better solutions. Especially in times of a pandemic when it comes to health, there is also a lot of attention to national minorities, sexuality and racism. Which has changed dramatically over the last 20 years and made brands more and more verified.

2.4 SUSTAINABILITY 

[image: C:\Users\UWTSD\Desktop\PPP.jpg]Sustainability focuses on meeting the needs of the present without compromising the ability of future generations to meet their needs. The concept of sustainability is composed of three pillars: economic, environmental, and social-also known informally as profits, planet, and people. Increasingly, companies are making public commitments to sustainability through actions like reducing waste, investing in renewable energy, and supporting organizations that work toward a more sustainable future.


  Sustainable development is an extremely important aspect nowadays. Especially with climate problems, new technologies and economics, and people. The decisions that are made in the company in these matters are most often long-term decisions. M&S dealt with the repair of conditions in a broad perspective, combining ethical with practical in order to adapt to today's requirements of the planet, people and the environment, which is all that sustainability is. An example of this understanding of these needs is the continuation of Plan A, which for 2021/2020 is summarized as:

 - using less water to produce denim clothes by 81%, kinder chemicals and a verified source of cotton
- closing the stationary store with new sales results higher by 120% from the previous year through the app
-Supporting the activities of the 10 Principles of the Global Compact
- creating a committee to help deal with crises affecting the planet, business and society
[image: D:\Downloads\206160688_603512150552071_6179788772337496287_n.jpg][image: C:\Users\UWTSD\Desktop\plan-a-the-marks-and-spencer-approach-2-728.jpg]
The Plan includes continuation of transparency, especially in times of a pandemic. An important aspect for Plan A is inside Stakeholders and the determination of target plans in the needs pyramid.
When looking at the report on new developments and improvements, one of the many advantages is that they cover a lot of issues that are important to the planet, people and the environment.
These are very hot and needed topics regarding company awareness and transparency. At first glance, it can be seen that the company actually gives a lot of sources and information in its reports, discussing about 35 problems related to the old way of manufacture and production, ending with sales. 
 Thanks to the CRM data, you can see that each of these groups has a separate column devoted to, paying attention to the usual use of soy rather than palm oil. Paying attention to different groups and needs. On the one hand, it is primarily proven sources, which are mainly to ensure the quality of the product. On the other hand, in disregarding transparency, the Plan A report does not provide information about the exact source, giving about the location, or what is the accuracy of the proven source or what is being verified to be good enough for approval. It also questions the production sites that are shipped all over the world. Many companies with whom they work or want to cooperate in the industry, especially in clothing or home products, they come from sources where minimum wages are used to increase company profits by targeting unworthy conditions of people and questionable morality over exploiting situations from poor regions for enrichment. M&S ensures that it respects the use of environments in, for example, the cotton supply chain for Human Rights. Human Rights are respected in the region from which cotton is harvested. However, this place is China, which shows politics how much workers are exploited for the sake of wages on their people and the communist system of governments that do not respect individual [image: C:\Users\UWTSD\Desktop\gujarat-1051x583.png][image: C:\Users\UWTSD\Desktop\c51d12f2-e69f-11ea-8600-abe4f45458c9_image_hires_093230.jpg]individuals.


2.5 QUALITY
[image: C:\Users\UWTSD\Desktop\Quality-Assurance-Image-Cloud-760.png]Quality in business, engineering, and manufacturing, quality has a pragmatic interpretation as the non-inferiority or superiority of something; it's also defined as being suitable for its intended (fitness for purpose) while satisfying customer expectations. Quality is a perceptual, conditional, and somewhat subjective attribute and may be understood differently by different people. Consumers may focus on the specification quality of a product/service, or how it compares to competitors in the marketplace. Producers might measure the conformance quality, or degree to which the product/service was produced correctly. Support personnel may measure quality in the degree that a product is reliable, maintainable, or sustainable.








	
 Strategic management is the planning. monitoring, analysis, and assessment of all aspects of an organization on a continuing basis. Attention to these elements ensures that a quality control strategy is developed and then implemented in the manufacturing facility. The benefits of strategic management will help manufacturing organizations make better decisions regarding production planning and scheduling, keep customers happy, and allow the facility to meet its overall goals.

Quality control is divided into three types: quality monitoring, quality control and quality ensurance. Thanks to this, as I wrote above in the report, CRM can boost the company's results with the joint cooperation of these factors. Tools that help to control this are Stakeholder Analysis, which allows you to distinguish and group these groups, find the perspective of stakeholders, define priorities in the case of Mark and Spencer are manufacturers and customers and take action.
Also to take care of the Life Cycle production process in a project that provides a 5-step structure design to help project managers to effectively project.
To facilitate monitoring, you need to use all possible tools and divide to into a plan that has a beginning and an end. Thanks to this, we have progress, which determines the performance, must be internally and continuous, therefore we can have goal-expected progress, in this case, quality-expected progress and current progress.
[image: C:\Users\UWTSD\Desktop\Quad-chart-illustrating-the-breakdown-of-traditional-importance-performance-analysis.ppm][image: project phases - invensis learning ][image: C:\Users\UWTSD\Desktop\The-iron-triangle-of-project-management_Q320.jpg][image: C:\Users\UWTSD\Desktop\images.png][image: C:\Users\UWTSD\Desktop\download.png][image: C:\Users\UWTSD\Desktop\303297_1_En_15_Fig2_HTML.png]Other tools can be Gantt chart, iron triangle, SWOT and PESTLE.





3.0 CONCLUSION 
  Mark and Spencer is a company that can certainly survive on the market thanks to its developed tactics. You can see that they are trying to move with the times and see clearly to the future. They have a specific strategy and timing and it seems to keep them in business. This puts them in a position all the time to build a strong brand. They combine a professional ethic that currently has a lot to be corrected by previous mistakes that the company made. In the past, with less awareness and regulations, they could afford an impact which, together with other large companies, resulted in damage mainly to the environment and unequal treatment of people. Fortunately, consumers decide what they can make the right decisions with their wallet in order to correct the old habits of companies. Along with awareness and easier communication, they can afford to collect this data, which makes it much easier to make decisions and react immediately. This has benefits for many parties as each religious party is mutually improving each other's conditions. This awareness began to have a real impact from an average of 20 years, so the current impact of the previous century, since the company has been operating in real terms, has had a negative impact on many things. Despite faster development than in the last century, it is still only a small part of improving treatments. New problems and smaller groups that may have been drunk until now are noticed. As a result, forms such as Mark and Spencer no longer only care about groups of people, but individuals. And each of them has a real voice.


4.0 RECOMMENDATIONS 
Using the conclusion, the most important aspect is contact with the client in social media. Their focus on transparency is the key to success, continuing to be the first on the market in terms of energy saving and looking for new solutions is a good path that they should continue. It is currently important that they encourage young generations to change, so focusing on the youngest generation would perhaps shape consumer organizations that would come with the quality they guarantee so far, but on the condition that the prices are affordable. Some companies do this with vouchers or student discounts, which would certainly be used for the "student pocket".
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