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Introduction

For this report, discussion will be around a major conglomerate, M&S, that has lost revenues and had to rethink its approach to the market to hold a strong position. The report will discuss what has happened with M&S and how using a more streamlined IT management system will benefit the business. The report will showcase various tools and models that can be used to review the internal and external environment and how this is to be managed. The report will also discuss why it is very important to have excellent communication across all departments and with stakes holders. The report will demonstrate the difference between effective IT systems in use looking through annual reporting and not use effective IT systems. Finally, the report will conclude with what has been learned, and how M&S make sure that they are covering any blind spot that threatens their organisation, customers and stakeholders
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Marks and Spencer's ICOS = Integrated Customer ordering system benefits 
M&S are a reputable and established organisation that have made a name for themselves and a strong contender in the retail market offering high quality products such as food and clothing. M&S had noticed a decrease in sales through changing customer buying habits and newer technologies that other competitors were taking advantage of, there was a strategic drive for a new system that was sustainable and profitable for the business. M&S has introduced ICOS = (Integrated Customer Ordering System), The benefit of this was to increase revenue and find a competitive advantage over the competition. ICOS was built for employees to use for their in-store functions. The system collates M&S data that includes food, warehouse product availability, clothing etc. M&S products have a unique identification code called a UPC code or number and are used when making orders. (Mitchell et al. 1999), states that an IT infrastructure holds capabilities such as policies, information technologies and sourcing arrangements and forms all systems supporting information related activities. The system plays a vital role when an order is made but the product is unavailable, under special requirements or simply not displayed. M&S ICOS system holds many functions that will bolster organisational profits and keep a strong position as a retail conglomerate. Below are ICOS functions that benefit M&S. Any M&S employee or user accessing the ICOS system will use a special ID or access code with a password preventing unauthorized personnel gaining access to customer information or organisational data. Employees use ICOS to access information or take orders from customers. Employees reviewing customer orders will use an ICOS customer code on products that will be displayed with all information relating to that product and all product price data with its availability to that order. One benefit is that all product information can be transferred to the customer giving the customer valuable intangible information. The ICOS system has functions that give the employees options of saving customer data such as Billing addresses, billing data and payment methods as well as name details and lead-times on products that are not displayed in-store with adjustable delivery times to fit customer delivery expectations. The ICOS system is a secure system that comprises sensitive information and must be managed correctly. According to (Boudreau and Robey, 2005), It is of vital importance to accept information systems such as ERP – Enterprise Resource Planning and if an information system has not been implemented in the correct manner, users of the system may impact the project with costly duplication of efforts that have been made or may cause a full system failure at worse. Another benefit of the ICOS system is the special offers that are displayed regularly with certain products and offer savings such as 25% off other products when purchasing for the first time. These offers and savings are stored in ICOS and can be updated when required. Employees may access sales and promotion data through the ICOS diary within ICOS when using their unique ID and have an option to print the day's promotional data if required giving real time data and possible trends on products to management teams. Another benefit for the ICOS system is generating the order report that comprises all orders that are placed throughout the working day and stored with the option to retrieve a whole report or data on specific products. Order information will display how many orders were made or products sold that day, and this information is beneficial to senior management teams and can be attained from authorsied employees in the business and able to provide a real-time up-to-date viewpoint of products, sales, customer orders, availability, shipping, delivery times and customer data and buying habit trends. 
3

This provides senior management with a better understanding of what the customer wants and where customer interests are regarding products and services. Managers can make sure that there is enough stock in the store or order placements are made to replenish the dwindling number of products sold. ICOS supports M&S employees with an easy no hassle information system that supports customers requiring information, making orders, editing orders and saving time in the process. ICOS has provided an easy and more streamlined approach to order taking using up-to-date technologies and positioning the organisation for a more sustainable future. This system offers a much better customer service as there is no slow manual data entry providing more customers to be served with quicker response times on queries or orders, no hassle or long-winded processing, fast order taking and processing and this has provided M&S to become more competitive to rival organisations. The ICOS system has been rolled out to all M&S outlets and offers employees and customers a much better process driven customer buying journey, with more customers moving to digital platforms for retail shopping. M&S made the right strategic decision to a more modern retail platform that customers are already experiencing with other competitors. For this reason, capital spent in this area was very strategic and will provide the business with a more sustainable future. Below are a few examples of profits and losses for the M&S annual statement. 
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M&S Tangible benefits:
· reduced time for processing orders  
· Reduced administrative processes 
· increased production levels resulting in increased revenue. 
· Better functioning hardware system 
· Easy to use technologies 

M&S intangible benefits:
· Increased customer retention
· Easy to use software 
· Direct M&S query and support service
· Increased customer loyalty 
· Real time up to data reporting 
· Overview of business performance
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Importance of data acquisition, processing and knowledge management using the DIKW – Data, Information, Knowledge, Wisdom model

M&S needed an ordering system that could attain and measure customer interests and purchase habits as well as providing an integrated employee and customer platform that provides employees with current stock, shipping data, payment profiles etc. that will help with good decision making, but also provide customers with a human touch point regarding pricing, ordering and delivery information.  According to (Bontis et al. 2002), There are three stages where knowledge may be accessed. This comprises the before stage, the during stage and the after stage regarding knowledge management activities. Below is the Russell Ackoff DIKW model: By using the DIKW model M&S can obtain valuable data that will be processed to become valuable information which may offer oraganisations an innovation idea and a competitive edge in the retail market. Using the Ackoff DIKW model will give employees a much better understanding of the acquiring of sensitive data and how the data is processed to become valuable information that is measured and used to gain an edge in a competitive market. This breakdown has been demonstrated below explaining why the DIKW model would benefit M&S. 
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By M&S considering the DIKW model, this will not only help with organised processing but will also assist in decision making. M&S use a structured decision-making approach, reducing risk that may impact on cost or quality but also helping managers implement ethical practice when handling sensitive information by following the rules and constraints before any decision is made on the known area of discussion. 
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The input, processing and output of M&S ICOS IT system 

The ICOS system is a user-friendly platform for customers and employees with access at different levels. M&S apply a unique customer number to each order for any transaction to take place. This is a Business rule of M&S, and no purchase can be complete without this customer identification number. This applies to employees that also use this system using a unique employee identification number. This demonstrates that M&S have thought of risk mitigation and security measures from the outset of any business transaction using the ICOS IT system. This report will highlight the technical aspect of transferring raw data through the ICOS system and why this is important to M&S.

There are two types of input regarding IT payment system or Ecommerce. the first being the sign-up stage to be able to use the ICOS system for its full range of products and services such product range, rewards and savings. Also, to review all information at all the stores once the customer has signed up. The report will discuss the sign-up stage and the benefits of using this type of platform that benefits both the customer and the organisation.  

[image: ]
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M&S needed a system that could record all customer data, trends and buying habits. The first stage will be acquiring customer data which forms a part of knowledge Acquistion. Recording how customers shop and what products and service they choose will determine the type of customer they are, and therefore giving M&S an edge to create a smoother and more unique shopping experience. By acquiring customer data or knowledge of the customer, discounted offers and deals can also be displayed to customers. Creativity and innovation are key fundamentals to knowledge acquisition. (According to Grant, R. 1997), Knowledge is a key resource to have in place, as having knowledge will give a competitive advantage to the organisation. M&S are a big conglomerate, they needed a safe and secure way to attain and store customer data safely that meets all governing body requirements and offer employees quick and easy access to the required information. For this, a database was required that can manage all customer data in a safe a secure way. Tesco uses two forms of database, one for the customer and one for the employees. Employees use a Relational database management system, (RDBMS) for short. This database requires direct customer data that relates to specific orders or deliveries and can provide information that can be sourced from all areas of the organisation that relates to customer sales. This is also how employees can check stock counts and availability at different stores or warehouses. Below is an example of (RDBMS)

[image: ]
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The second form of the M&S database is the Hypertext database, and is made up of various graphics, multimedia data, numerical data and text information. This database is very similar to smart phone apps that most people use. M&S have put together a pretty and inviting webpage for customers to use that demonstrates a Hypertext database as shown below. 
According to (Gilyarevskii, R. S. and Subbotin, M. M. 1993) Hypertext is a unique process of retrieving customer information but with different rules attached. Hypertext can be explained as a non-linear form of networking when arranging textual material.  

[image: ]
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All data that is received from the customer will go through a processing stage then to the outcome stage, this is all part of the Knowledge Management Lifecycle. 
             [image: ]
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The data input of any customer desiring to make a purchase will be knowledge acquisition. The software will then go through a processing stage with all customer data being placed in order and easily accessible. All data is securely saved and kept on the organisational database. This is known as Knowledge retention. Now that M&S holds all customer purchase data, Knowledge of the customer buying habits, interests and trends can be transferred to colleagues and other departments for reward and product sales application. This is known as knowledge transfer. Knowledge can be passed from colleague to colleague and is very useful regarding systematic processes and updates, however for M&S to launch a new database IT system that can conduct multiple tasks of sharing data through multiple warehouses and outlet regarding stock, customer orders and deliveries. Senior managers would have to formulate a system that can deliver on all these expectations. Therefore M&S developed the ICOS system to compete with other conglomerates and provide an easy no hassle customer buying journey.  As (Alavi and Leidner 2001), puts it, Knowledge management has key interdependent application of the creation of knowledge, and the storage and retrieval of set knowledge, but also applies to knowledge transfer and the application of knowledge. For M&S to increase revenues and hold a top position in this market, knowledge that has been gathered from customers must be transferred to the required departments, systems and people to promote excellent communication and real-time information so that tailor made promotions and offers may be provided and keep strong customer retention.    
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Business Intelligence analysis
For M&S to gather the best understanding of their customer needs whether they are new or existing customers. M&S will need a department that is able to extract key information from a large database such as a Dataware house relating to customer buying habits, interests, patterns and possible trends. With the organisation holding useful customer information, M&S are now able to make smart cost-effective decision-making, regarding promotions, sales, discounts, new product line-ups and new products and new services offered to customers.  According to (Thearling, 1997), Looking at the progression of a Business Intelligence model and placing all inputs and outputs into context of the decision-making process, the decision maker will need to intelligently interact with the BI model, looking at both the inputs and outputs. To gather a better understanding of a BI model process, please see the image below. Please note this is not a direct BI model of M&S, rather an example of a BI model and the process of application. 


                 [image: ] 
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Porter’s Five Forces
M&S can use models that will give a good understanding of their competitors in the same market. This report will use the Michael Porters Five Forces model and demonstrate what the benefits that give M&S a competitive edge in the market by using this model.  Porters five forces focuses on 5 key areas that must be considered to know the competition and what measures can be taken to keep a strong position in that market, however according to (Crowther, P. 2008), Michael Porter’s biggest disappointment was the misunderstanding of application of the five forces framework. Porter states that the primary function of this model is to assess and review the attractiveness levels of industries, and not so much to provide a strategic gain to how an orgainsation can compete to higher levels in the industry. As the model helps with identifying possible areas of exploitation, M&S have an opportunity to be innovative in their approach and stay competitive.   
    [image: ]

This report will discuss each component of Porter’s five forces and how they relate to M&S, also what M&S have done or are doing to increase revenues. 
The first segment is entry to the market or access to the market of new entrants as shown in the image above. Concerns will be moving to an industry that will gain market share but resulting in increased rivalry from other competitors. In this case M&S are a well-established conglomerate and have a fixed position in the market. Because of this fact Entry to market is not applicable.  
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Barriers to entry:
[image: ]
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Bargaining power of suppliers

M&S have multiple suppliers in place that give them many benefits and advantages. some of their supplier functions have been noted below that give M&S competitive advantage, innovation, bargaining power and solid sustainability planning. 
1. Focused attention to Environmental, Social and governance framework,
2. Pursuing a net zero carbon footprint by 2014,
3. Coffee sourced from fairtrade farmers,
4. All denim clothing to be made with less water,
5. 100% of cotton is sourced responsibly,
6. All electricity that M&S use is 100% renewable,
7. Customer given options for plant-based proteins,
8. M&S aims to enhance the lives of people and communities.


Bargaining power of buyers

M&S value their customers and offer rewards, discounts, and sales on their products. However, the quality of M&S products and clothing would not be considered as a budget buy. M&S manages this by offering a very high-quality product that justifies the pricing range and places M&S in a unique position in the market when looking for quality food and clothing products. An example would be ASDA’s cakes are considered a BMW car and M&S cakes would be in the Ferrari range.  



Threat of substitute products
M&S offer many of the same products that the competition also offers to customers. The difference with M&S products is the pricing that is charged to customers. As mentioned in the report M&S hold a unique position in the market based on very high-quality food and clothing products, and this will come with a greater cost for customers, whereas other organisations sell the same product at a lower price offering a lower quality product. Based on quality M&S have a good advantage over the competition.  
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Degree of competitive rivalry 

M&S do have many competitors based on the industry they operate in. There are companies that are similar size and see the same sort of products. However, M&S do have a few distinct advantages over their competition with a few examples shown below.   

1. Very high-quality food and clothing range. 
2. Multinational conglomerate
3. Rewards, offers and savings on high quality products. 
4. Online shopping buying experience.
5. Well established sustainability model. 
6. Innovative technologies and software.
An example of M&S software has been given below that has received praise from customers for the easy-to-use smartphone app that has saved customers time and effort. 
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Based on Innovation and good strategic planning, M&S 2022 yearly review has shown increased revenues as shown in the image below compared to previous years shown earlier in the report. 
[image: ]
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Porters Value Chain Model 
This report has demonstrated all the factors of Porters Five forces and how M&S have created advantages that boost revenues and stay sustainable. Below is Porters Value Chain (1985), that gives understanding of primary functions with support elements of an organisation. 
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Challenge for M&S implementing ERP – (Enterprise Resource Planning) 
Explain what the challenges are for M&S in implementing a new Enterprise Resource Planning (ERP) system. How can they overcome these challenges? Use examples and evidence to support your answer.

As M&S are a very large organisation with many moving parts that must be managed. A framework will be a key factor to any success. To do this M&S would use ERP = (Enterprise Resource Planning). This software was designed to operate within large and complex organisations. The purpose of the software is to procure data from customers and other functions, help with product development and aid the manufacturing and sale departments. This is done by centralising all data, giving the business accurate reports that help with the decision-making process. The challenge for M&S will be relaying real time data and communication with colleagues, departments and suppliers. A blockage in these areas could be catastrophic due to the volume amount of goods and delays that could impact on customers, stakeholders and shareholders. According to (Hitt et al., 2002; Irani, 2002; Skok & Legge, 2001), there has been concerns with ERP due to the complexity and comprehensiveness of such systems. They point out that there is a lack of empirical data regarding the impact of ERP systems on organisational effectiveness.  A diagram example from classroom sessions has been demonstrated below to showcase the complex nature of ERP in organisations. 


         [image: ]
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As all components of ERP are integrated, the challenge will be the communication and smooth running of all areas of ERP. If one area is impacted, this could impact another component or halt the whole process. According to (Campbell, 1977), With no traditional methods in place such as a (factor analysis), this could cause issues with the problem solving of organisational effectiveness. To overcome risk of impacts, service processes can be implemented such as SCM – Supply chain management, that moves all materials from suppliers through to the customer. M&S ICOS system records all real-time data that relates to customer orders, deliveries and product availability, and is accessible by employees and customers for real-time feedback but also removing confusion of old information being displayed. CRM is another system M&S uses to record all customer data. By making the move to a more intergraded IT system, (ICOS), this has enabled M&S to collate all customer data in one place that is computerized for easy access and fast real-time data. The CRM system is another way to analyze customer data that will go through the Knowledge Transfer process to sales and marketing teams to best suite customer needs and interests. According to (Hedman & Borell, 2002), ERP systems were designed to improve various aspects of the organisation in areas such as operational, strategic, organisational, business, management and IT infrastructure. M&S has many operating systems that manage various components of the organisation. Another way that M&S overcame the challenge was to use a BIS – Business Information System. This system integrates various components that can understand each other such as all data input from the customer, all processing relating to that customer, resulting in the desired output. Once the data is converted into information, it is stored and will assist management, sales and marketing teams with accurate up to date information to help with planning, coordination, decision making, forecasting, control and operational activities. A key aspect of good forecasting will be to know your customers, competitors and external environment. This would mean reviewing trends and knowledge management changes that shape the ecosystem to stay sustainable. This also means building Co-Opetition value with competitors as doing this has more chance of M&S holding a secure position in the ecosystem market. If competitors can see each other's plans and actions, M&S can plan strategically in a fair and ethical way that also keeps ecosystem strong. Co-Creation is another key factor for M&S success. If M&S show their customers their intention such as designs, products and services and innovation ideas, this again will build value in the ecosystem with customer and competitors alike. Also, by M&S using Supplier relation Management, they can track all activities involved with procurement of products from their suppliers and agree on pricing and services. 
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How M&S should plan to implement ERP  

[bookmark: _Int_aI4oIkhN]Before M&S implement an ERP, system or use any capital to grow the business. External analysis will need to be conducted. Tools and models can be used to gather this understanding. The report has demonstrated that by using Russel achoff’s DIKW model, this will give good structure to what is considered as data and the transformation process that then becomes valuable information to use. Also, it is very important to have strong relations with stakeholders and shareholders that would be part of the ERP as this will help with building relationships and pricing relating to products and services with suppliers. By M&S using the Porters five forces model, M&S can assess risk factors and barriers for new ideas and innovation on new products and services. Using this model will also help with spotting the threat of external competition and how to manage this and stay competitive but on ethical grounds. Porters value chain model addresses various areas of an organisation considering primary functions and support functions, M&S can feel confident that all areas of the organistion have been reviewed taking into consideration the business functions of each component, the risk factors to these areas, and how each business function can work in a cohesive manner to reach the desired revenue goals that M&S have set. M&S will have to focus attention on internal communication, especially If any new product is to be launched. This will also extend to all external factors that may impact on the organisation and how and if this was to arise. By M&S implementing an ERP system, they will have already planned the customer acquisition of customer data, how to safely secure customer data with the advantage that this data can be data mined for promotion and reward offers, but mainly to understand the customer and keep high customer retention. M&S will also need to know and work with other competitors in the ecosystem to keep the ecosystem strong for all players. By M&S following these steps, all areas have been covered, from internal to external actions and functions of the business. Knowing the market space and the competitors around them and how to progress ethically in the ecosystem.   Main factors to consider whilst setting up ERP. It would be strongly recommended that M&S implement extended functions of ERP such as SCM, CRM, and SRM for smooth running of ERP and good communication across all departments. 
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Recommendations
M&S has good structural and strategical management in place, however through conducting research into M&S, I feel that external factors may pose more of a threat than anticipated. My reason for this is M&S lost revenues before the ICOS IT system was thought of and launched, plus the fact the ICOS system would have taken time and capital to put together. The risk here would be this. If M&S were not securely planted with high capital gains, they would have continued to lose revenue and fall victim to their competitors due to the competition running a more streamlined shopping experience and IT system that made shopping easy and accessible to customers. There would have been a possibility that M&S could have failed due to late responses to treats and the organisation taking large revenue losses. A recommendation would not just be data mining but to use PESTEL analysis to look for external threats and opportunities that may present themselves, as this would have given M&S time to react to internal or external threats thus maintaining capital that can be used to elevate the organisation. 
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Conclusion 

[bookmark: _Int_fSJ5RNEC]All research conducted on M&S have shown that mistake have been made and revenues and share price were reduced, however based on strong customer retention and having good strategic management in place, M&S were able to rethink their strategy approach and innovation. I’m pleased to see that though the organisation was losing revenues they focused their attention on the retention of their customer base and considered what the customer expects in this day and age. M&S have since launched their scan and go smartphone app that customer have praised due to saving customers time when shopping. This report has shown an increase in profitability, growth and an increased share price. My only concern with M&S was that they missed out on newer more streamlined technologies and lost revenue for that mistake. Their approach should also focus on employees that can keep an eye on the ecosystem and possible threats or trends that may be on the horizon.



















                                                                       24

References
Ackoff, Russell (1989). "From Data to Wisdom". Journal of Applied Systems Analysis. 16: 3–9.
Alavi, M. and Leidner, D. E. (2001) “Review: Knowledge Management and Knowledge Management Systems: Conceptual Foundations and Research Issues,” MIS Quarterly, 25(1), pp. 107–136.
Bontis, Nick; Choo, Chun Wei (2002). The Strategic Management of Intellectual Capital and Organizational Knowledge. New York: Oxford University   
Boudreau, M. and Robey, D. (2005) “Enacting integrated information technology: A human agency perspective,” Organization Science, 16(1), pp. 3–18.
Campbell, J. P. (1977) “On the nature of organizational effectiveness,” in Goodman, P. S. and Pennings, &. J. (eds.) New perspectives on organizational effectiveness. San Francisco: Jossey-Bass, pp. 13–55.
Chisholm, J. ;. and Warman, G. (2007) “Experiential Learning in Change Management,” in Silberman, M. L. (ed.) The Handbook of Experiential Learning.
Crowther, P. (2008) “The five competitive forces that shape strategy,” Harvard Business Review. Edited by M. E. Porter, 86(1), pp. 78–93.
Davenport, T. H. (1998) Working Knowledge: How Organizations Manage What They Know.
Gilyarevskii, R. S. and Subbotin, M. M. (1993) “Russian experience in hypertext: Automatic compiling of coherent texts,” Journal of the American Society for Information Science. American Society for Information Science, 44(4), pp. 185–193. doi: 10.1002/(sici)1097-4571(199305)44:4<185::aid-asi1>3.0.co;2-2.
Grant, R. (1997) the knowledge - based view of the firm: implication for management practice.
Greasley, A. and Hickie, S. (2008) Business information systems: Technology, development and management.
Hedman, J. and Borell, A. (2002) “The impact of Enterprise Resource Planning Systems on organizational effectiveness: An artifact evaluation,” in Hossain, L., Patrick, J. D., and Rashid, &. M. A. (eds.) Enterprise Resource Planning: Global opportunities & challenges. Hershey, PA: Idea Group Publishin, pp. 78–96.                                                                                     
                                                                   

                                                                  25


Hitt, L. M., Wu, D. J. and Zhou, X. (2002) “Investment in enterprise resource planning: Business impact and productivity measures,” Journal of Management Information Systems, 19(1), pp. 71–98.
Mitchell, V. L. and Zmud, R. W. (1999) “The effects of coupling IT and work process strategies in redesign projects,” Organization Science, 10(4), pp. 424–438.
Thearling, K. (1997) “Understanding Data Mining: It’s All in the Interaction,” D.
Wallace, D. P. (2008) Knowledge management: Historical and cross-disciplinary themes. Libraries Unlimited.


















                                                                      26
image11.png
Porter's Value Chain Model (Porter's 1985)

Firm Infrastructure

Support Human Resource Management

Activities

Technology Development

o
Primary Activities

www researchgate.netffigure/Michael-Porters-value-chain-6_fig1_316889653





image12.png
Greasley, A. and Hickie, S. (2008) Business information systems: Technology, development and management




imagef.png
Skip the queue with Scan & shop

Never queue again with Scan & Shop. Simply use your phone to scan and bag
items as you go, then pay for your food shop directly from the M&S app

gEr@' i

Open the M&S app Scan & Shop Pay for your shop

Tap the "More’ button on an iPhone Scan the barcode on each item Sii

ply pay from the app using your
or the Menu' button on an Android using your phone. Bag as you go card, Apple Pay or Google Pay

www.marksandspencer.com/mysparks/scan-and-shop




imagee.png




image9.png
LIFE CYCLE OF

KNOWLEDGE MANAGEMENT

- N\

CREATE

UPDATE

‘www slideshare net/SlideShop com/knowledge-management-putting-information-to-good-use/8-
LIFE_CYCLE_OFKNOWLEDGE_MANAGEMENTCREATESHARESTOREUSEUPDATE




image10.png
M&S

HOME

ABOUTUS  SUSTAINABILTY  INVESTORS ~ MEDIA  STORIES ~ CAREERS ~ CONTACT

OVERVIEW CHAIRMAN & LEADERSHIP TEAM FIXING THE BASICS SHAPING THE FUTURE

2022 DOWNLOADS OUR DIGITAL AGM

Overview
£10.9bn £391.7m £5229m 21.7p
Group revenue Group profit before tax Group profit before taxand  Adjusted earnings per share
adjusting items.
19/20:+69% 19/20: 14829% 19/20:4297% 19/20:+ 200%

Chairman & Leadership Team

corporate. marksandspencer.com/annualreport




image3.png
DATA
- Raw customer data can come in the form of qualitive or quantitative data and are presented as letters, Symbols, numbers,

sentences and assumptions. Qualitive data relates to various qualities and is not possible to measure whereas quantitative data
relates to quantities and is possible to measure. M&S obtaining data from customers has provided evidence of customer buying
habits and interests. Data in raw form has no purpose and will require to be processed, an example of raw data is telephone
numbers, addresses and names of people without any order or purpose. Once this data has been processed, the customer
names, addresses and phone numbers will be in order and become valuable information for the purpose it was created, such as
data becoming information to form an address book becoming tangible information.

INFORMATION

« Information is the arrangement or processed data that can be viewed and understood without knowledge of the given topic.
Valuable data needs to be accurate and true to become information that is valuable to use. According to (Russell Ackoff, 1989),
data will need to be questioned with (who, what, where when and how many) and once obtained the data become information
that will hold a purpose for decision making or actions. (Wallace, D. 2007) states that Information can be defined as raw data

that will hold meaning and purpose of use
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High cost will deter entry.

+ M&S s a profitable company and has demonstrated that capital can be and will be spent on revenue support functions such
as M&S ICOS that can be measured and benefit both the organisation and the customer.

High capital requirements might mean that only large businesses can compete.

+ M&S made a financial sacrifice to build their ICOS IT platform, however revenues would give real time feedback regarding
profit margin and future forecasting purposes. The system also provides the customer with a quick and easy shopping
experience.

Economies of scale available to existing firms.

+ M&S holds strong relationships with suppliers that boast in the number of 500 factories that are based in 55 countries. That
being the case, the produce and products will be charged at a lower cost with suppliers due to large orders and conducting
regular business with them.

Regulatory and legal restrictions.
+ M&S have sort out all legal advice before any launch of customer sensitive databases and have the capital to support these

requirements. Customer security is key to M&S as spoken about earlier in the report referring to employee / customer ID
pass codes etc. There is no evidence to support delays or capital concems on ICOS development and launch
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Product differentiation (including brands)
+ M&S has a strong market share. Research from Corporate. Marks and Spencer.com, states that Food growth has increased

10.1% compared to previous years, 2019/2020, and sales were up 14.7% while navigating through the Covid pandemic
demonstrating strong communication and customer retention but also delivering on innovation with their product lines.

Access to suppliers and distribution channels
+ M&S have very strong distribution channels that have been well established throughout the world and hold a place in the market
with high quality food and clothing lines.

Retaliation by established products

+ M&S hold a unique position in the market and are renowned for very high-quality food products and services. Because of this
the customer prices are higher, but it has been proven there is a place for more expensive products and services if in the market
if the product can deliver on customer expectations on quality.
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Customer sign up
stage using M&S
ICOS IT system

* Input stage.

Customer will provide raw data as an input to the ICOS system such as, Address
details, Phone and mobile number, email address and payment methods.

+ Processing.

In the processing stage, the raw customer data will be analyzed to confirn all data
has been input correctly without need of further information. A new customer profile
will be generated by the System and a unique customer id number will be

provided for the customer.

+ Output.

The output stage is receiving any terms and conditions of using the service. The
customer will also receive a unique customer id for use of the OCOS system.




imageb.png
Access
to the market.
or new entrants

Intensity Threat
of the compe of substitute
landscape products

Five Forces
Model

Level
of supplier
power

Buyer's

entry/exit costs.




image.png
Overview

£9.0bn £(201.2) £41.6m 50.5%

+ These figures show losses to the business and an area of focus for improvements.

+ The decline in revenue could also be due to the Covid-19 pandemic as a Macro environmental impact
to M&S

Annual Report 2021 (marksandspencer.com)
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KNOWLEDGE

« Once information has been obtained and applied by M&S, the user of the information will gain knowledge and understanding of
the given subject or area of study. There are a few ways of obtaining knowledge known as Tacit and Explicit. Tacit knowledge is
easy to obtain through experience, education, values, ideas, individual skill sets, cultural beliefs etc. Whereas Explicit knowledge
consists of records, databases, manuals, documents, procedures, pictures etc. Knowledge can be considered as one’s
experiences of life and the information they hold. Organisations value obtaining tacit knowledge from employees etc. for the use
of conversion to explicit knowledge to share with the organisation that can enable innovation or an edge within the competition
arena. According to (Davenport, Thomas H. Laurence Prusack. 1998), Knowledge is a varied mix of expert insight, values,
experience, contextual information with grounded intuition providing the environment and framework for elevation and bringing
together information and experiences. Knowledge becomes embedded within documents, processes, practices and routines.

WISDOM

+ Wisdom can be interpreted in different ways and has been up for much discussion. Wisdom is seen by some as integrated
knowledge and information that has been made super-useful. Wisdom is also seen as knowledge that is used for the greater
good or deeper and more uniquely human. According to (Chisholm, James, Warman, Greg. 2007), Wisdom is knowing the right
thing to do and making sound judgments with correct decision making without having to think about it. Wisdom can be seen as
either good or bad, right or wrong and will determine ethical or unethical actions. Based on research, evidence of the DIKW
model for obtaining, processing, understanding and applying practical knowledge with the understanding of wisdom wil help with
the application of ethical practice and sound judgement when looking for a data acquisition tool and by default a smoother and
more beneficial system for business operation




