[bookmark: _Hlk1158101][bookmark: _Hlk1162320]Introduction:
In this presentation there will be an introduction on M&S, what CRM is and how it effects organisations. There will reasons why M&S use CRM where it will include, McKinsey framework, Porters strategy and marketing mix. It will conclude with SWOT on M&S and recommendations how they can improve themselves. 
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M&S Market share by value; 
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According to Global Data, (2018), M&S had a drop with 2.1% in 10-year time. In order to increase their market share they can improve their growth by focusing on the 4-marketing mix.
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Porters Generic Strategies:
According to Rodrigo (2012), marks and spencer use Porters 5 forces of model which is shown below; 
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Task 1
What is CRM?
According to Armour, (2018) a CRM system refers to business system which are designed to manage customers interaction. It is used by sales people and features in sales force automation. 
According to Josh, (2010) the main feature of CRM is to build a strong sense of trust and respect between the organisation and mainly the stakeholders, the customers and plan to increase sales from recalling customers rather than regularly penetrating the same market again and again.
Task 2:
Benefits of operating a CRM system in organisations:
According to learning centre (2019), having a CRM have advantages, for example; 
· Cross-team collaboration 
· Increased productivity
· Increased customer satisfaction and maintenance.

Benefits of operating CRM system in Tesco:
According to expertmarket.com (2019) the many benefits Tesco achieved from CRM system. Loyalty cards and comment cards are the most popular which lets Tesco gain more satisfied customers. 
 
Drawbacks of operating a CRM system in organisations:
There are potential problems of implementing CRM which are:
· Cost
· Lack of leadership
· Poor communication. (NIbusinessinfo.co.uk, 2019). 

Drawback of operating CRM in Woolworth:
According to assignmentfirm.com (2019), Woolworth has different loyalty schemes, yet their CRM system was not effective enough at retaining their customer to achieve their long-term loyalty. 
[bookmark: _Hlk1161556]

Task 6:

· Strength:
 M&S inspire employees to take decisions at the right time focusing on customer needs. Campaigns like ‘spend it well’ and ‘doing the right thing’ is some of the techniques which help build a long-lasting customer relationship. (swotandpestle.com, 2018).
· Weakness:
M&S focus with working class people on the clothing sector mainly and they have not taken any approach on younger generation which is making them not gain as much customers. To overcome this, they need to complete the goal in their plan A. 
· Opportunities:
New and improved website for M&S can be a great way in which can attract more new customers especially those who are overseas. (Bunce, 2010) 
· Threats:
M&S have UK suppliers only which cause them to sell their products in a high cost rate. To overcome this M&S need to expand their suppliers internationally.

Recommendations/Conclusion:
· Opportunities for M&S is how they take customers views and demands on boards
· Be more innovative with their CRM system so they can stand out in the retail industry.
· M&S need to engage and provide customers with a commitment plan and get the customers more involved.
· To avoid loss they need an exit plan
· M&S can gain more customers by having a Unique selling point.
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Marks and Spencer History:

It was first formed in 1884 when Michael Marks and Polish refugee opened a market stall in
Leeds, with the slogan ‘don’t ask the price, it's a penny’.

In 1894 Marks went into partnership with Thomas Spencer, a former cashier from the
wholesale company Dewhirst.

In 1904 M&S opened their first shop in a covered arcade in Leeds.

In 1931 a food department was established, selling produce and canned goods.

In 1933 a staff welfare service was set up to provide pensions, staff canteens, health and
dental services, hairdressing and camping holidays.

In 1948 M&S launched its own technology department to work closely with suppliers,
producers and stakeholders.

In 1975 the first stores opened in Europe in France and Belgium.

In 1985 chargecard was introduced.

In 1999 online shopping was established via the website.

In 2002 the blue harbour men's range was launched, and the Limited collection was also
launched the following year.

In November 2009 it was announced that Marc Bolland, then chief executive of Wm
Morrison would be the new chief executive of M&S.
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