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Explain how M&S benefits from using information systems?
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Marks and Spencer's ICOS = Integrated Customer ordering system benefits 
[bookmark: _Int_cnkjz3zG]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 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 of use 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 with all product price data and 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 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 the first. 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 gable 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. 
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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 store or orders 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 experience, 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 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 and 
· increased their 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 and knowledge management using DIKW 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. 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 value data that will be processed to become valuable information which may offer oraganisations an innovation idea and a competitive edge in the retail market.  
 
DATA:
Raw customer data can be in many forms such as letters, Symbols, numbers, sentences and assumptions. M&S obtained data from the customer is also 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 with no order or purpose. Once this data has been processed, the customer names, addresses and phone numbers will be in order and provide information for the purpose it was created, such as an address book and now valid 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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KNOWLEDGE:
[bookmark: _Int_kH4E7Xpk]Once information has been obtained and applied, 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. 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 will 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 operations. 
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Choose one of the information systems implemented by M&S and describe the input, processing, and output of such a system?
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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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