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Task 3: Describe the CRM that has been developed and how it is operated at John Lewis. 

According to Compaignlive.co.uk (2019) Customer Relationship management (CRM) is the toughest and the most effective approach in preserving and creating relationships with customers. CRM deal with not only pure business but the strong personal and emotional bonding with people. It consists of a historical view and analysing customer and potential customer so that it is easier to track customer and understand customer type, their needs or demands. All the information in CRM system is kept centralized. It also provide concepts how to deal with all the customers efficiently with high customer fulfilment. This condenses the process time and increases productivity.
1000ventures.com (2019) describes how and why John Lewis has installed a CRM system which can definitely improve the situation and help in challenging the new ways of marketing and business in an efficient style in high competitive market. John Lewis using CRM as a central hub of knowledge by analysing behaviour and get important feedback so this system is acting as the voice of the customer.
John Lewis successfully introduced and maintained The Seven-Ss’ model by Mckinsey, framework for analysing and managing their business effectively. They successfully established and changed managers thinking about shared value and staff to improve the business. John Lewis has brought other companies such as white rose as a partner and introduce royal family’s image and celebrities to advote their product using CRM touch point. They are able to create market appeal and use emotion and maintaining heritage. They creates royal staff treated them co-owner or shareholders. They should find different strategies and innovation using difference analytical tools such as PESTLE to cope and sustain in completive market challenge set by Brexit. 





Task 4 (a): Describe what John Lewis do to support / develop its CRM system- what new innovation have thy introduced over the last 5 years.

According to Johnlewis.com (2019) recently John Lewis launched its CRM-based ‘my John Lewis’ programme, with the ambition of creating a seamless customer experience through online and offline channels and gaining a deeper understanding of customers’ preferences which delivers extended personalised service in the form of relevant, created content and access to exclusive events and rewards. John Lewis has also propelled a CRM-based loyalty scheme. Under this scheme the customers have “my John Lewis membership card” by providing  email and addresses, approval to receive loyalty communications in order to get exclusive offers, rewards and benefits such as price draw, treats and reward.
Managementstudyguide.com (2019) urges that by researching customer behaviour, considering market trend and competition John Lewis has appointed to work on its customer relationship management campaigns which already been worked through all marketing channels, supporting John Lewis’ marketing database. Proximity also work on broader contact strategy, as well as launch marketing for John Lewis shop openings. 
My5.tv (2019) documented John Lewis has successfully introduced personal shopper and going to applying a more psychosomatic approach where identifying deeper implicit motivations which is more powerful drivers of behaviour and open up new possibilities for John Lewis communications with customer. Gift listing idea, using scanner while shop around or layout of shops are good innovation by john Lewis. They able to get touch with human connection by engaging customer with social media sites and also with innovative ideas like mix and match approach to sale their products against the challenged thrown by online shopping now a days. 




Task 4 (b): How have different stakeholders engaged with the CRM system

The reasons or advantages of implementing CRM system provide indication of stakeholders engagement of any business describe below:
Customers: CRM technology connects the customer’s experience with staff enables businesses to monitor and solve the problems. As per Merkle (2019) CRM system constituted marketing and product roadmaps to focus on areas that will deliver greatest value to customer considering monetary value and frequency of customer visits, customer lifetime value, retention  and their engagement. CRM also deal with customer relationship with supplier, customer modelling and profiling. 
Top Management: Top management engagement is very much significant through CRM system.  As CRM analyse customers’ enhanced experience helps better governance and business reporting.
Marketing Managers: Business.com (2019) suggests that by using correct and up dated CRM system customer segmentation can be recognized using various parameters by marketing managers so that effective campaign management can tracking marketing budgets. Mangers can able to do the appropriate event planning and to set and monitor performance for dealers.
Product Managers: With the advantages of CRM system product managers can compare the product with other competitors. They can market their bundle or unbundle product with reduce time. CRM also facilitate to attach user manuals that will help increasing the sale of the product by managers.
Dealers / Partners: CRM system confirm self-care functionality as well as sharing of opportunities. Precise calculation and speedy disbursement of incentives and compensations can facilitated by dealers and partners.



Different Agents such as retail Store / Call Center / Field Sales Agents: 
Infosysblogs.com (2019) also describes all agents engage with CRM system can steer simply with high speed. 360 degree view of customer are accessible in this system. They can prioritising the activities with error proofing and validations to inhibit duplication of data related to customers and products. 
Self-care channel by customer: Customers consuming the Self Care channel in order to facilitate search product and services. They joined different product and services easily irrespective of different order or fault acknowledgement. By using CRM system they facilitated to update mistakes, frequent status updates and also make online payments.

Competitors: Talented staffs, Tactful business decision making by market analysis, considering market trend, developed success matrix and other facilities using by CRM offers competitor more research to acknowledge their position considering company methodology in the market and find out better  way to sustain in the stimulating market ensuring healthy business growth.
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