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[bookmark: _Toc58619903]Introduction 
Marketing concept is a philosophy that the companies must examine the requirements of their customers and according to that take the decisions for satisfying the needs and the demands in a better manner than that of their customers. This is the reason why marketing management is one of the most essential factors that design an organization’s faith and gain an advantage over the rivals. Marketing management involves a number of steps such as the planning, controlling, organizing and implementation of the marketing strategies and the tactics that have been designed by the managing body of the company to satisfy the expectations of the customers and the company as well, for managing firm’s activities and resources effectively. Marketing management helps the companies to serve their products and services to the customer in the most efficient manner to derive the maximum acceptable profit from it. The study will be discussing the basic concept of the marketing management and the current issues that a chosen company is facing related to it. Furthermore, the discussion will put forward some innovative marketing strategies that the chosen company might adopt and the ways it might help in raising the brand awareness and managing customer end to end journeys with the organization. The chosen company for the study is Morrisons Supermarket plc, with it headquarter in Bradford, United Kingdom.    
[bookmark: _Toc58619904]Prevalent issues in marketing 
Currently one of the greatest challenges that the companies are facing is regarding ethical advertising as the marketing strategies which tackle Global political issues may sometimes turn out to be extremely misleading. This might lead to misinformation spreading like Wildfire spoiling the brand image. Here discussed are some of the current marketing issues commonly faced by the organisations (Thomas, 2018). Primary it is due to misuse of strategies that are employed on promoting a certain product. The reasons why the current issues are persistent are as follows:
1. Competing against giant International companies that employ a number of strategic marketing practices which might be formulated by the experts in the field.
2. On employing the personal opinion it might invalidate the business objectives.
3. Information and creativity is a good practice when it comes to marketing but if not, strategic leap land it might turn out to be disasters or abrupt. Then this might be unstable. Therefore, employing radical solutions sometimes might turn out to be a failure.
4. Most of the time companies fail in achieving their objective primarily due to employing bad strategies without a proper guideline for promotion or advertising ethics. Poor strategies can be misleading and turns out to be disastrous (Burton and Chadwick, 2018).
5. Identification of the problem must be the first and foremost function of the marketing department as looking out for misidentified problems can lead to wastage of effort, time and money on something unproductive (Laczniak and Murphy, 2019). Planning out an effective solution for a misidentified problem can affect the sales of a company negatively.
[bookmark: _Toc58619905]Current marketing strategies
Marketing strategies play a significant role in the growth of aunty organisation, for Morrisons some of the few significant marketing strategies which the company follows are advertising, direct marketing, promotions, investing in original research and other. Using the 7Ps model the marketing strategies of the firm can easily be described. 
7Ps of marketing 
Product 
The firm is value led grocer and also focuses on fresh food products; the great quality of food is the key reason behind Morssions success. The company runs their business under brands like M kitchen, NuMe, Signature, Just for kids and Moirission cellar. The corporation prepares and provides their own range of products as they have their own manufacturing facilities which produce best quality products (Haleem and Jehangir, 2017). 
Price 
 The pricing is one of the significant reasons of customers picking up Morrisons over any other organisations. The firm constantly improves what they offer to their customers by reducing the price of the product compared to other firms. At Morrisons they make sure that price will never be the reason for customers shopping from other stores. The company operates by following premium pricing, bundle pricing and promotional pricing.
Place 

The company majorly operates in the UK having more than 660 plus stores, out of which more than 150 are convenience stores having more than 117000 employees working for the firm.the firm is the second biggest manufacturer of fresh food products in the UK, controlling and operating largest portion of supply chain considering fresh food across the nation. The firm has one nation centre along with seven distribution centres to operate and distribute fresh products across the UK (Erdmann and Ponzoa, 2020).
Promotion 
The corporation works with their suppliers under the Morrisons farming program to make the British farming sustainable and competitive in the current period as well as in the future. The firm consistently operates on a lower price to offer the best to their customers having the aim to make their store a decent place for their customers to come and shop fresh products. 
People
The Company works on creating job opportunities for the local people to help and develop the community. The company works with qualified personals be it salesperson or butchers they all are skilled in their work. The company experiences 12 million customers over a week and also employs around 117000 people in their organisation. 
Process 
The corporation offers multi-channel experience to their customers through their online and convenience stores. They offer the reduced prices as they reduce cost during their process allowing them to operate at significantly reduced price. The company also makes most of their product by themselves which reduces the cost of providing the product fresh and a minimum cost to their customers.
Physical evidence 
The firm runs around 660 stores in the UK region, having one national centre and seven distribution centres across the nation. They have created their presence with their supermarkets and convenience stores across the UK being the second largest fresh food product producer. The website gives an overview of different products and varieties made and are available by the firm (Chakraborty, 2018). 
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Figure showing 7Ps of marketing mix
(Source: De Pelsmacker et al., 2018)
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Morrison’s is one of the biggest retailers and one of the prime chains of supermarkets of the UK. It started its business long back in the late 19th century in Bradford England by William Morrison’s. Currently it is one of the biggest dealers of the country supplying frozen foods, bakeries, meat and other household Essentials. Morrison’s paint in a particular marketing strategy which has effectively helped it in gaining such a position in the inner market against its giant rivals. Morrison’s has been taking bold steps in its marketing plan to compete efficiently with the Rival companies and enhance the market value. The pricing strategy has been one of the best policies to attract customers' attention (De Pelsmacker et al., 2018). The company is focusing towards serving value without compromise to their customers. The company believes that the customers must know about the company's stand and value they provide. The company focuses on highlighting their mission which is serving the best value at the lowest possible price. The company maintains our consistency with its service and the products decide offering the best maintaining a competitive pricing strategy to hold onto the loyal customers as well as attracting potential customers. Secondly the company constantly bangs the drum about their point of difference from the Rivals. This strategy is primarily to focus on the fact that the company serves fresh food. Morrison has been increasingly focusing on the pricing strategy, and it has been highlighting the perception that the products of the Morrison’s are far more expensive than the discounters (Hollensen, 2019). 
The concerned organisation is currently planning wedding promotions with lower pricing strategy and communicating true brand advertising, highlighting the unmatched value of its products and selling fresh quality foods. Thirdly, Morrison’s has improved install experience by improving the service and addressing the customer complaints effectively. The organisation has made its stores more organised, clean and pleasant, aiming for quick service. Furthermore, the organisation reduces its range of products for making it easier to gain expertise over the existing products and the services they provide. Furthermore, the organisation reduces its range of products for making it easier to gain expertise over the existing products and the services they provide. It believes in fewer but more impactful promotions which is why it cuts down on focusing on winning deals and stresses over quality rather than quantity. This is the reason why the organisation spends £1.5 bn each year on discounts. Recently it has cut down its figure by 10% offering fewer but more impactful promotions. Lastly, the concerned company has lagged behind its main Rivals in loyalty (Al-Surmi et al., 2020). They offer only a Morrison’s miles program which lets the users receive money off their shopping when they buy fuel with the retailer. 
[bookmark: _Toc58619907]Issues identified of the current marketing strategies 
In spite of the superior current strategies that the company is following there are still a number of issues that have been identified which affect the customer's end to end experience with the company. Firstly, focusing too much or banging the drum about the point of differences of the company from its rivals might create a negative impression. The customers might feel like they are being deliberately persuaded and the brand is misleading. This might turn out to be a failure as it might be annoying for the customers to receive too much information regarding the company. Improving the in-store service is a great strategy for the organisation primarily as it is one of the best ways to enhance the customer into an experience with the organisation. However, this service could have been more enhanced with implementing Morrison’s home delivery service. Another prime problem which has been identified is regarding the range of products available in the store. With a limited range of products, the company cannot compete with the big Rivals for too long as it must focus on increasing the range of products and services. As a retail company the organisation must focus on enhancing the available range of products beside offending expertise on the range of products which are specific to Morrison's. The problem with Morrison’s miles is that it has no idea of which member is see Company providing its scheme service among 5.5 million members.
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As with every passing year exciting and new innovative marketing strategies are coming up. From the new innovative marketing strategies, the retail companies can derive the maximum benefit here are some of the modern technologies which Morrison should adopt in order to enhance the customer experience and win over the Global Giants.
• User generated content
User generated content is one of the most cost-effective methods for engaging the potential customers as it is hard to find out both engaging and free marketing content. It not only comes with a nominal cost but also is heavily influenced as it effectively persuades and assists the customers in purchasing a product. Customers want to hear from the other loyal customers of the company to understand the value of the product and not just the empty claims (Ducange et al., 2018). This is why the organisation must implement user generated content.
• Augmented reality or AR
Most of the marketers here and he waits to get their hands on admitted reality as it is currently one of the best methods to enhance customer interaction and experience. When it comes to marketing a product especially Morrison’s any other retail company the AR technology comes to the rescue as it helps the customers to virtually sample videos items which are for sale or experience (Toffoletti and Thorpe, 2018). For example, Sally Hansen company has adopted the AR Technology for helping the customers with previewing and trying on their products virtually before they purchase it. 
• Internet of things (IoT)
The Internet of Things helps in connecting a particular device to the internet and to the other interconnected devices as well. This is one of the latest innovations which has efficiently altered the process of connecting to the customers and carrying out effective marketing. It helps the companies to seek exactly where the users are and identify their preferences and buying journey to present the type of products they prefer (Sinha and Sheth, 2018). Therefore, IoT is one of the best technologies which might provide effective assistance to the concerned Organisation in evaluating the customer’s preferences and demands to solve the kind of product which an individual customer prefers.
• Chatbots
Companies are constantly bombarded with different Technologies which are coming up in the market. Chatbots are one of those incredible technologies which retail companies are increasingly adopting. Therefore, an organisation must also implement the technology to meet customer end to end experience. The chatbots are actually humanized which are under 24/7 customer service which answers to the customers queries and keeps a prediction of the questions which the customers might ask before purchasing a product (Saura et al., 2019). The organisation must keep up with the AI Technologies and provide superior and interactive chatbots to help them in achieving a superior purchasing experience.
[bookmark: _Toc58619909]Raising brand awareness 
Raising brand awareness among the customers is one of the most challenging factors which the company faces. Internet of things and user generated content are two of the most effective tools of raising brand awareness. The Internet of things helps in connecting with the loyal as well as the potential customers and helps evaluate their expectations and choice of the products. This helps in easily connecting with the customers with the range of of the products which an individual is looking for. These notifications are designed by highly skilled developers and help create a blind awareness besides advertising about the range of products which the company keeps. Moreover, it keeps the customers updated with the latest information regarding the organisation and helps meet the customers’ demands by keeping communicating with the updates via Email marketing, phone marketing or social media marketing. The key factor is IoT kids the buyers engaged by enhancing the shopping experience and creating a positive relationship. Moreover, IoT allowed the employees to cross collaborate in order to provide productivity and create better outcomes. This would help in serving the customers with the best possible service enhancing the brand image. Secondly, user-generated content is another effective and cost-efficient method of enhancing the brand awareness. This is one of the most popular methods of building brand awareness and attracting other customers towards the company by engaging the targeted audiences. As a buyer always looks out for strong feedback from loyal customers this is the best possible method of answering all the queries of the buyers. This would not only help boost the brand awareness but also the customers buying experience, thus boosting sales.
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Figure showing the various steps of customer engagement model
(Source: Timoshenko and Hauser, 2019)
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The customer experience for customer journey is the process of interaction and experience of a particular customer with that of an organisation from first contact still converting the individual into a loyal and happy customer. Creating an effective customer journey is one of the most challenging tasks and here are some ways that can improve the customer experience with an organisation. The first step is to develop a clear customer experience vision. The easiest way is to create a vision and a statement of the guideline. Secondly the organisation must understand who their customers are and their expectations from the company to create a customer support team, who will be responsible for providing assistance to the buyers all throughout their journey with the company. Even the theme is responsible to keep connection with the buyer and keep them updated with the new range of products and services that Morrison developed. Morrison must look into the employee feedback from the customers and soon what happens any negative feedback to fix the issue (Huang et al., 2018). For example, creating a social media tool on implementing project management software one can create a closed environment where the organisation can continuously leave feedback for the organisation to make improvement accordingly. All these collectively can help in evaluating and managing the customer journey from the point of contact till purchasing of a product.
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Figure showing customer engagement and its processes
(Source: Jain et al., 2018)
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It is recommended that the company must consider its customers to be king as all the power that rests with the customers and their choice of the products. Highly competitive time the organisation is focusing on marketing strategies but missing out ways of enhancing customers’ end to end experience with the organisation. There are some of the ways that might improve customer experience.
• The organisation must know its customers well and walk on evaluating and analysing their expectations to understand their needs and fulfilment. One of the best weights of knowing the customers is by collecting the feedback and complaints regarding the dis-satisfaction. The organisation must work on the issue of dissatisfaction and enhance the end to end experience.
• The organisation must understand the ideal customer experience and plan accordingly to target the audiences. Understanding the ideal customer experience of the organisation and planning out effective customer experience strategy. Therefore, the organisation must focus on the touch point and ensure an experience which is seamless. 
• CEM or Customer experience Management is one of the most effective methods of tackling designing and controlling the constable introduction with the company to meet or exceed the Expectations. It will help enhance engagement and loyalty (Du et al., 2020). Therefore it is recommended that the organisation must work on developing an active strategy for experience management program to improve the experiences for every single step throughout the journey of the customers with the organisation.
• Enhance customer experience through innovation and raising the bar just like that has Apple or Tesla did. They use innovation in their approach to keep connected with the customers to stand out from the rest. Implementing the right Technology for supporting the endeavour aiming to delight the customer makes things a lot simpler. Therefore implementing not only innovative solutions but also authentic and effective as well as it must be cost effective like for example sending timely updates via email or phone could help in accomplishing the objective.
Here are some other recommendations to further enhance the simple marketing tactics.
• The organisation must keep on updating with its customer engagement Technologies and choose the most effective way of communication such as email marketing, phone marketing, social media marketing which best at engaging people (Venkatesan et al., 2018).
• The Morrison stores must update with customer service and engage staff in helping out the customers with shopping. Moreover, organising this Store gives the best impression and enhances customer end to end experience.
• Thirdly, introducing a wide range of products to target every customer beside enhancing the quality of the existing products which are unique to the concerned company, Morrison’s. This is essential for the reason that it must keep up with the market competition.
• Introducing a company website is one of the most essential of all as it is the best strategy for creating a brand awareness. The customers must be provided with an option to place orders from their home and receive the products needed. This will help the customers to reach out to Morrison's products easily besides keeping them engaged (Hamilton te al., 2020). Therefore it must extensively start with its home delivery service to enhance sales and customer experience with the company.
[bookmark: _Toc58619912]Conclusion
All throughout the discussion the study has focused on marketing management highlighting the major loopholes of the current strategies of Morrison’s. The study has also discussed the innovative marketing strategies which it can adopt to enhance customers end to end experience and creating brand awareness. The current marketing strategies are no doubt effective enough but it still has some major issues. Few recommendations have been provided regarding enhancing the current strategies and implementing new technologies such as IoT and AI to keep connected with the customers. As the customers have become more empowered and are gaining increasing importance for deciding the fate of an organization, they must be given more importance. Understanding the customers' needs and addressing the feedback are effective measures to keep them connected, enhance brand awareness, and enhance customer end-to-end experience. On adopting the recommendation, it is believed that the concerned company will be able to enhance customer’s end to end experience besides creating a strong brand name. 

[bookmark: _Toc58619913]References 
Al-Surmi, A., Cao, G. and Duan, Y., 2020. The impact of aligning business, IT, and marketing strategies on firm performance. Industrial Marketing Management, 84, pp.39-49.
Burton, N. and Chadwick, S., 2018. Ambush marketing is dead, Long live ambush marketing: A redefinition and typology of an increasingly prevalent phenomenon. Journal of Advertising Research, 58(3), pp.282-296.
Chakraborty, R., 2018. Do Retailers Manipulate Prices to Favour Private Label over Brands?. Available at SSRN 3147151.
De Pelsmacker, P., Van Tilburg, S. and Holthof, C., 2018. Digital marketing strategies, online reviews and hotel performance. International Journal of Hospitality Management, 72, pp.47-55.
Du, H.S., Xu, J., Tang, H. and Jiang, R., 2020. Repurchase Intention in Online Knowledge Service: The Brand Awareness Perspective. Journal of Computer Information Systems, pp.1-12.
Ducange, P., Pecori, R. and Mezzina, P., 2018. A glimpse on big data analytics in the framework of marketing strategies. Soft Computing, 22(1), pp.325-342.
Erdmann, A. and Ponzoa, J.M., 2020. Digital inbound marketing: Measuring the economic performance of grocery e-commerce in Europe and the USA. Technological forecasting and social change, 162, p.120373.
Haleem, F. and Jehangir, M., 2017. Strategic Management Practices by Morrison PLC, UK. Analysis, Lessons and Implications. Middle East Journal of Business, 55(4182), pp.1-7.
Hamilton, R., Ferraro, R., Haws, K.L. and Mukhopadhyay, A., 2020. Traveling with Companions: The Social Customer Journey. Journal of Marketing, p.0022242920908227.
Hollensen, S., 2019. Marketing management: A relationship approach. Pearson Education.
Huang, T.K., Yang, C.H., Hsieh, Y.H., Wang, J.C. and Hung, C.C., 2018. Augmented reality (AR) and virtual reality (VR) applied in dentistry. The Kaohsiung journal of medical sciences, 34(4), pp.243-248.
Jain, M., Kumar, P., Kota, R. and Patel, S.N., 2018, June. Evaluating and informing the design of chatbots. In Proceedings of the 2018 Designing Interactive Systems Conference (pp. 895-906).
Laczniak, G.R. and Murphy, P.E., 2019. The role of normative marketing ethics. Journal of Business Research, 95, pp.401-407.
Saura, J.R., Palos-Sanchez, P.R. and Correia, M.B., 2019. Digital marketing strategies based on the e-business model: Literature review and future directions. In Organizational Transformation and Managing Innovation in the Fourth Industrial Revolution (pp. 86-103). IGI Global.
Sinha, M. and Sheth, J., 2018. Growing the pie in emerging markets: Marketing strategies for increasing the ratio of non-users to users. Journal of Business Research, 86, pp.217-224.
Thomas, N.J., 2018. Sustainability marketing. The need for a realistic whole systems approach. Journal of Marketing Management, 34(17-18), pp.1530-1556.
Timoshenko, A. and Hauser, J.R., 2019. Identifying customer needs from user-generated content. Marketing Science, 38(1), pp.1-20.
Toffoletti, K. and Thorpe, H., 2018. Female athletes' self-representation on social media: A feminist analysis of neoliberal marketing strategies in “economies of visibility”. Feminism & Psychology, 28(1), pp.11-31.
Venkatesan, R., Petersen, J.A. and Guissoni, L., 2018. Measuring and managing customer engagement value through the customer journey. In Customer engagement marketing (pp. 53-74). Palgrave Macmillan, Cham.

2

image1.png




image2.png
 Provdes benchmarkingdota n my ompay and o
« Erablesapporunites orclabuaton
<  Isacive and nchsive

« Guestackinvays e
3- Compay  Prvides opgotuntes ol about my el
n Py

« Reognzesm forsing g
« Teaches e how o beter s roduct
« Cansaboutmeasa peson and cstomer-

"« Wiaesdeing gt o asir
« lseasytoleamand e

« Docsat need oo
« Proides et st st





image3.png
Lost Opportunities Customer Experience
&

e .
Sty S i

"Seon

The Prospect Experience 4 gy
T
New/Modified * " Reorder

Spec. :': P
1
H Eraaton

Lost

Customer
Contrmation

Account &

Pa——
Contact Instatation
Management
Lapsed Ro-evaluation Coenstence
Customer L~
evaraey
Py





