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CRM Development
Implementing CRM system can help to promote the business and introduce the quality of services with customers. (Ahani, Rahim and Nilashi, 2017).
M&S has conducted a post implementation review with Siebel, the supplier of software to establish innovative CRM system.
Use of Siebel CRM system in M&S has the purpose to establish strong relationship with the customers.
Along with the help of this new system, M&S is able to gain 62% of pret-ax profit (Wood, 2018).
M&S has launched a marketing campaign named Fashion Lady as a CRM tool (Conlon, 2019).
These factors not only can help to establish strong relationship with the customers but also, it has made the relationship strong with franchise partners (Hübner, Wollenburg and Holzapfel, 2016).
Sparks Loyalty Card:
Every time you shop = 10 sparks
Every £1 you spend = 10 sparks
Every review you write = 25 sparks
Every time you Shwop = 50 sparks
(Anika, 2016)

The first two levels of benefits for customers
· priority access to the new seasons clothing preview from 3,000 sparks.
· Early access to the online sale from 5,000 sparks.
The higher two benefit levels are about events and experiences.
· From 14,000 sparks customers will receive invitations to special shopping events and masterclasses.
· From 17,000+ sparks customers will have the opportunity to access experiences such as all-expenses paid trips to a M&S vineyard. (Anika, 2016)
· The customer service provided by this organization has suffered as its legacy system could not cope with the huge number of inquiries. 
· The fall of productivity level can be considered as the drawback of CRM system (Kaur, Miglani and Kang, 2017). 
· Lack of advantages in productivity has supported the fall of annual profit by 64% of M&S (bbc.com, 2017).
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