
Meaning of CRM
CRM stands for customer relationship management. It is a technology which is used to manage interactions with customers and potential customers.
Having a CRM system in place helps organisations with building customer relationships and streamline processes which impacts on the business positively by increasing sales, improving customer service and a increase in profits.
A CRM system helps users focus on relationships with individuals in the organisation including customers, service users, colleagues and suppliers.
Various meanings of the CRM system
CRM as technology – this is a technical product, teams use this to record, report and analyse interactions between the company and its users.
CRM as strategy – this is a business viewpoint on how relationships with customers and potential customers are meant to be managed.
CRM as a process – this is way that the system of the business implements ways to nurture and manage those relationships


Examples of CRM
(Examples of how the CRM system ties in with John Lewis)
There are many different ways how the CRM system ties in with John Lewis, here I will mention a few..
Staff training - John Lewis want every partner associated with the business to fulfil their potential at work, this is done by taking on new challenges or developing to progression on to a management career. 
The outcome of receiving training is to give the best customer service. The journey starts with an comprehensive induction programme and continues to support the partner through their career through a range of vocational training opportunities, appraisals and access to a variety of learning resources.
The priority here is cutometer service skills which are delivered through excellent service, partners are encouraged to motivate with this through feedback on performance and are appraised formal each year.

https://www.johnlewispartnership.co.uk/content/cws/work/training-and-development.htmlg





Uniform 
John Lewis have a specific style of uniform which is formal, this on one hand shows the benefit of the business as classy and smart attire where as it could also portray a negative view as it being too formal for some customers as they may feel too intimidated to approach members of staff.
Price match – john Lewis have a price match policy (Neven unknowingly undersold since 1925) ,for example if John Lewis are selling the Sony Bravia TV for £649 and Argos are selling the same Tv for £629 then John Lewis will price match this. 

Family focused – John Lewis like present that they are very family focused and the way this is done is by the Christmas advert each year. A lot of planning goes into this as every January at the start of the year they begin to plan ahead for that year’s upcoming Christmas advert. Up until 2018 every Christmas advert was family orientated but 2018 resulted in John Lewis being criticized because that specific year John Lewis had decided to use Elton John which the audience felt that the business was focusing on the singer rather than the usual family orientation. This resulted in John Lewis spending £5million pounds to hire the singer Elton John. The audience felt that John Lewis were going into a different direction and not appreciating the values and beliefs they had previously.
As well as that being John Lewis’s highlight each year is the Christmas advert.  Its main focus is family-based customers which shop within the store and can help bring in new customers. Its all about togetherness at this time of the year, another company who shares the same values is coca cola. However, the retailer generates a far stronger Christmas connection than Coca-Cola among younger generation.
Staff available to approach – this is a positive about John Lewis as what they have in place is a member of staff on every floor near every entrance, this makes it more easier and accessible for customers where as other stores such as Debenhams they tend to have a few less members of staff in store which makes it harder to approach a member of staff which can lead to the customers needs not being met.

Gift wrapping service – this is a service that is provided by John Lewis. If you spend £50 or over, you are entitled to the free gift-wrapping service. This is because  it a high end store they know what their target audience is and how they can make them feel valued by showing them appreciation for shopping with john lewis.
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Conclusion

From being considered a predominantly large high end department store, John lewis has become a leading retailer in its use of e-commerce. Great many initiatives have been designed and delivered to help reach a wider customer set and facilitate their ease of convenience in accessing john Lewis’s unique assortment of products.
But this is about so much more than just effective ideas and initiatives. This is about continuously developing and growing with partners that have been expertly woven into a traditional and long standing organisations to work with its existing principles and structures to great effect.

John Lewis haven’t simply added new technologies but rather embedded them. the brands founding principle (never unknowing undersold since 1952) where they will match the price of any items which they sell and is found cheaper elsewhere. This has been developed to make it apply to a new e-commerce structure. The brands biggest source of differentiation, its partners have been seaminglessly bought together with e-commerce initiatives to deliver a combined and assisted shopping experience. Recently that has affected the profits, but the organisation believes it is really important that they stick to it.

These moves not only reflects the business they have become but more importantly they business they want to be.
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