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Executive Summary

This report has been composed upon the ask to explore, understand, and engage in the customer experience at Marks and Spencer.  It will entail Client relationship management, Ethics, Sustainability, Quality and segmentation. 
The company provides a wealth of knowledge as to what works, what areas need improvement, how to maximise opportunities and deal with turning a threat to a more positive outcome. With Starcount in their corner M & S will be able to provide a better CRM service and deliver the personal touches on their loyal customers. Ethical policy has a great way delivering the know on how employees and consumers should feel when they are a part of the M & S team, yet with a few issues that have come to light in past years, they must maintain a good order with future suppliers to guarantee safe working conditions, and be allowed to have that unheard voice come forward. 
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Introduction

This report has been requested by the chief executive of Marks and Spencer (M&S) its completion date is 19th March 2021. 
The aim of the report will cover a great deal of knowledge and understanding of how Marks and Spencer practice the effective way of using Customer Relationship Management (CRM) within the business, it will be supported by various Models and allow to establish other avenues such as sustainability, ethical and quality in greater detail. 
To explore further this report will be based on evidence taken from secondary resources such as textbooks, journals and websites. 
Critical analysis will give insight to enlighten the different processes to engage in the following actions, for instance segmentation, targeting customers, loyalty ladder and marketing mix. 
Additionally, a similar organisation will be addressed in sustainability to give a comprehension of how it can compare against one another.
In conclusion to all this information there shall be strengths and weaknesses of Marks and Spencer using the CRM system based on extensive research. 











Findings

M&S follows its history back to 1884 when Michael Marks set up a stall at Leeds Kirkgate Advertise. 10 years later Thomas Spencer joined him in 1894 to create Marks & Spencer. (The guardian 2008) 
This multinational retailer focuses on how they present themselves has a store, the main activities are to provide their customers with a variety of enticing offers, products and high end services, these include the following clothing and home, food, banking and energy supply. (Marks and Spencer 2021)
Stakeholders are important to any organisation they provide practical and financial support, they contribute by taking an interest in the company and extending that knowledge into the workers, faithful clients and speculators. (Gartenstein D. 2018) 
Internal stakeholders remain with the employees, customers and certainly the owners. These contribute, by allowing the customers to become a fundamental stakeholder within the business and letting the consumer in to have the impact on the quality of service/products and their value. Employees have a direct stake within the company with that they gain an income to fund themselves along with other advantages. Owners are the foremost imperative partners as they control the trade. Making decisions can affect the organisations actions such as objectives or policies.
External stakeholders come in many forms, communities are just one important advantage of when a large business enters or exits a small community it will take immediate effect on employment, incomes, and spending within the area. It shall also result in job creation, economic development, wellbeing, and job security. Another key element is government, as they can collect taxes from the company as well as from the individuals it utilizes e.g. payroll with other spending the company gains (sales). Governments can also benefit from the largely Gross Domestic Product (GDP) that companies subsidise to. Suppliers and vendors Providers and sellers offer products and/or services to a business and depend on it for income and ongoing revenue. (CFI 2021)


M & S international
It is understood that M&S want to focus on a more limited adaptation for its company, thus remaining  competitive in those selected markets, to maintain suitability.  However, it has reached out internationally to India achieving 77 stores. (Marks and Spencer 2021) To briefly look at a timeline it continues to show from the 1940s up until 2017, how M&S has always stayed through its international roots. After reviewing their international presence in 2016 a strategic approach was to cease 10 stores making a loss and continue to keep their existence on the franchise partners. (Marks and Spencer 2017). 

Market share
Each industry contains a target showcase, and each company inside an industry has sold to a percentage of the market. This is called market share. Market share is estimated on a national level, as well as on more territorial and nearby levels, to decide a more detailed market share. The foremost essential way of calculating market share is to require the whole number of sales for a company and after that partition that number by the overall sales for the industry. (Leonard K. 2018) 
The coronavirus has made a significant impact of a loss on clothing and home sales for M&S, they have not considered the impact of other company giants. Consumers have shifted their attention to cheap comfortable loungewear/pyjamas, with nowhere to go, there is no need for occasion wear or formal attire. Fundamental pre-tax misfortunes were £17.4m, compared to benefit of £176.3m final year. Counting charges (relating in redundancy loss) relating to progressing rebuilding endeavours, the hardship broadened to £87.6m.  In the second quarter M&S were pleased to announce there would be no final divined would be paid out, taking this into account the shares grew up by 2.7% as the company could see an incline in clothing and home. (Lund-Yates S. 2020) 




CRM 
In relation to the term customer relationship management, it is an expression to improve business relationships. It allows to help with contact management, sales management, productivity and more. (Sirk C.2021)
Most utilised by deals and promoting experts, a CRM framework supports a business by the workflow using Sales Force Automation (SFA), developing efficiency and productivity, driving the business to grow and expanding client satisfaction.  (Armour H. 2019)

There are many advantages in using the CRM system, it permits for the solidification of client information and the premise for reflective experiences. The following shows how CRM can support this: 
Advantages 
· It speeds-up the sales conversion process.
· It increases staff productivity, lowering time-cost.
· It allows geographically dispersed teams to collaborate effectively.
· Improves customer experience by allowing personalisation and improved query resolution.

Disadvantages 
· Customer experience may disimprove due to staff over-reliance on system.
· Security and data protection issues with centralised data.
· Time and initial productivity cost of implementation.
· Requires a process-driven sales organisation.
· CRM may not suit all businesses.
(Thakral R. 2017)


Addressing the benefits of why CRM is important for customers,  include the fact that using this system will help to keep the relationship worthwhile in terms of loyalty and being satisfied. Customers want to be kept in touch. Creating personal relationships can create stronger connections ang give a sense of belonging. Choices are exceptionally important to any customer CRM assists by understanding what the products the clients are interested in, purchased before and any new suggestions. Keeping this information recorded will avoid any negative feedback. The practice shall keep customers feeling like they are in the know, tracking numbers, contact details and personalised information are all indications of attentive customer support, especially if the organisation responds quickly to enquires. (Plaksij Z. 2021)

Customers wants and needs are paramount to Mark and Spencer, in 2018 they announced an opening for Starcount a data science company to join their current program to help enhance customer perceptive and more insight through personalisation of M&S loyalty and using the CRM programmes counting the M&S sparks card. Through the ever-growing online market, this has given the chance for M&S to become a digital first retailer and help their clients interests in arrange to foresee future buying conduct. (Marks and Spencer 2018)

To keep the ongoing relationship between consumer and company, they must evaluate the needs that a touchpoint has to offer. Any interaction where the company can create energy and a sense of direction around something that matters, confusion can be turned around with clarity and compliance with commitment. The issue here can be resolved in these key areas: 
1. Leader
2. Issue 
3. People
M & S need to have a leader who is of firm understanding of how to get the job done, who will take people’s ideas and thoughts with a kind-hearted attitude and who can deliver on promises. They will take the issue head on even if there is a setback a strong leader will be there is always give a helping hand. (Implementing consultation group 2017)
Ethics 

"Ethics is knowing the difference between what you have a right to do and what is right to do." 
- Potter Stewart
Business ethics are the right values that act as a guideline for the way a business manages itself. In numerous ways the same rules that people utilize to conduct themselves in a worthy way – in individual and professional settings can apply to businesses as well. (CFI. 2021) 
Exploring the benefits of ethical policies towards organisations really shows the importance of working conditions today if these standards were not set then surroundings would be dire and continue to struggle with 16-hour workdays, discrimination, and unfair labour practices. It is great to know that new standards are coming to the forefront and are kept maintained. When there are decisions to be made a code of ethics really delivers its expectations when making the right or wrong choices within conflict and other such areas. However, Daisy Wyatt from I News reports that Syrian refugees have been found working illegally in factories as young as 15 years old. Even though the company has regular audits on these factories, it was revealed that the refugees would leave there sweat shop factories and to stay on the street until the audits were carried out. (Wyatt D. 2016)  Another value of ethics is making sure the workplace provides meaning to the employee’s job and therefore encouraging employee growth, in return staff will have the belief in giving to society in a helpful and confident way. Communication will always remain paramount and in workplaces it defines organizational goals and helps co-workers collaborate. (Kashyap V. 2019) it will improve performance and personal motivation, especially when employees feel a strong connection to their own values. Everything an organisation represents send a clear message to their customers and employees. Positive, honest and open-minded companies will have the upper hand with conducting themselves in the correct way will truly build up the reputation and have the longevity of staying true to the values and policies they abide to. (Powers T. 2015)

Human rights are essential standards which permit a person to lead a stately free life, free from manhandle and infringement. Marks and Spencer are committed to their core values of inspiration, Innovation, Integrity and in touch.  They are the heart of everything M & S has to offer. It sends out a trust and a sense of responsibility to uphold such values while dealing with customers, stakeholders, shareholders, colleagues, the environment and communities. (Marks and Spencer 2021) 
However there are certain drawbacks of business ethics if management do not show the correct support then different styles of care will unfortunately collapse and create a clash of misperception and certainty, therefore managers cannot turn a blind eye and must remain vigilant and supportive. Another drawback is cost, the ethics policy must be kept up to date as it need to reflect any changes in the workplace laws, it can also be time consuming in regards to training each member of staff and further cost may involve hiring a ethics officer to make sure practices are put in place and perform on a daily basis. (Root G. 2019)

Sustainability 

Sustainable development requires human ingenuity. People are the most important resource.
 – Dan Shechtman

Sustainability centres on meeting the requirements of the present without compromising the capacity of future eras to meet their needs. To support the following definition, it is broken down into three parts: economic, environmental, and social - also known casually as profits, planets, and people. (Grant M. 2020)
Since Covid 19 as reared its ugly head M&S has had a challenging time. The CEO of M&S Mr Steve Rowe states “In 2019, concerns about plastics, climate change, sustainable fashion, animal welfare and the provenance of food continued to be a big focus.” With customers certainly expecting the very best of M&S quality and standards, management must keep trust at the forefront of their minds and keep promises for future investments and profit increase. (Marks and Spencer 2018)
There are several benefits to practicing sustainability in organisations. Brand awareness is paramount this showcases the company of what they are all about, what they can deliver and how they stand out from the crowd. Any business that has a mindful, well rounded friendly working environment will surely get the best out of their employees, with environmentally designed businesses there will be less absenteeism with a more driven, focused and motivated attitude from the team. Motivated companies who like to be aware of the environment and their fellow workers, will entice individuals who need to utilise and fund the business to make it grow. Additionally, sustainability will attract better quality investments, so forward thinking firms will have the green light in cost savings and financial opportunities. Major changes are pushing the boundaries of changing suppliers, creating less pollution, a reduction in energy usage and less waste, all of these are surely positive outcomes to keep in line with the ever-growing power that sustainability has to offer. (Doug 2019)
On the other hand, there are some disadvantages as to why sustainability may not be the way forward. It takes time to convert a company to go green as there are aspects of monitoring and making sure systems are in place before advancing to the next stage and delivering the best it can be. Costs are another hindrance as it can become expensive to implement certain technology, recycling, solar panelling, new suppliers, eco-friendly workplaces. New ventures take on different ways of grasping the thought of several changes in business these include suppliers, customers, vendors, profit and workforce. (Rapid Finance 2020) 
Sustainability is becoming a big trend especially more so for the consumer, the benefits embrace the individual by taking in to accord their personal values, and to not see it as just a product no more. People are willing to change their shopping habits for the better. (Rosmarin R. 2020)
On the other hand, a lot of consumers do not want to change convince over sustainability, price will always be the pivotal of purchase.  Furthermore 68% of consumers cannot name environmental brands. Businesses are still a long way off in trying to make the average person spend their hard earnings on sustainable products over convenience. (Fleming M. 2020)

Carroll's CSR pyramid is a system that clarifies how and why associations ought to take social duty. Using the following four most significant types or responsibility it can determine the outcome 
Bottom – Economic
Next Level – Legal
Next Level – Ethical
Top – Philanthropic 

Marks and Spencer focus on their Plan A strategy which include People, product, and planet, they want the people who work in their business and our supply chains to be heard, and to grow. They care for the customers, and the communities where they trade. M & S source their products responsibly, to ensure high morals. No food or clothing goes gets discarded. Planet is being cared by pushing down greenhouse gas emissions. Reducing, reusing  and recycling can help a great deal. While working with the factories they can source to take carefulness of the planet’s natural resources, while being open about the improvement they may have made. (Marks and Spencer 2020)
A similar organisation who practices the same stainability practices is Tesco, with people in mind, they support their fellow colleagues by supporting the minds and physical wellbeing, recognising, and appreciating human rights, employment skills, inclusion, and diversity. The approach to product takes on animal welfare, food waste, health and diets, packaging, and sustainable fabrics.  Furthermore, planet includes agriculture, climate change, forest and marine.  Finally, to cover places which covers  charity partnerships, community grants, value to the community and donating food to local charities. Not forgetting other well know sustainability areas Tesco’s include from WWF to Race for Life, British red cross and National emergencies trust. (Tesco PLC 2021)  



Quality 

“Quality is pride of workmanship”
 – W. Edwards Deming

In a four-part process every segment of quality needs to be monitored, controlled, managed and assured.
With there being several definitions of quality, it is  significant to sales cost control productivity, risk management and compliance. 
The most useful is quality monitoring where the product must be inspected to see if it is fit for purpose. This is the most adaptable definition that's the foundation of most quality management enticements.  (Mar A. 2013) 
Leading on to quality assurance which ought to approve forms, frameworks, administrations and item quality. The sales system is created, and the quality is then measured against the requirements. 
Identifying week points can help with quality control with this in mind inspection and testing is essential to making sure the product does in fact meet with the specification. 
To recognise what quality management entails it must show a level of discipline that is connected to guarantee that both outputs of the development and the process, are used to provide the amount of turnouts that meet the desired needs of the stakeholders. (Naybour P. 2020)
Dr. W. Edwards Deming is the leading management thinker in the field of quality. He devised a 14-point management philosophy, which created improvements for quality change. (MindTools 2021) He also evolved the Plan--Do-Study-Act (PDSA) created by Walter A. Shewhart  in the 1920’s to gain valuable learning and knowledge for the continual improvement of a product, process, or service.  (Deming E. 2021) 
The Plan method here can reduce risk and rectify any mistakes by using this cycle to improve the business in any way it can. It allows to formulate theories about what needs to change, and then analyse them in a continuous feedback loop. (Mind Tools 2021)
Marks and Spencer work closely with their suppliers to develop high quality products , within these products M and S work thorough quality administration frameworks which have been created with their suppliers These work on a precautionary principle and are backed by a run of on-site audits and item testing. Suppliers are required to meet a range of quality, safety, environmental and social standards. (Marks and Spencer 2021)
Whist investigating quality monitoring  M and S need to improve the necessary requirements to benefit a positive outcome in the CRM system, and what it can bring to the table in the future years. No doubt using Starcounts data science company, will give insight to the company’s 6 million members through their loyalty Sparks card and personalisation products. The CRM system will be  able to attain such information as customers understanding of product buying, a brighter engagement and have an insight into future buying behaviour. In turn the company will capture the essence of what the customer expects considering the quality of the product and if it is worth purchasing at all. (Man P. 2018)
Edwina Dunn from Starcount stated partnering with M and S would help them on forecasting their customers wants and needs. Starcount’s expertise is the science of purchase and commitment, understanding the ‘why’ behind M&S customer purchases to help deliver progression, profitability as well as a smooth customer experience.” (Marks and Spencer 2021)

Segmentation
The definition of segmentation is to distribute the marketplace into different segments these include a talk point of definability , being accessible, actionable and profitable. Whilst a company would find it unachievable to target the entire market because of time, expense and effort limitations. (Economic Times 2021)

Marks and spencer have lost sight in recent years, on whom they should be targeting, a recent statistic of 54% show their customer base is for the over 50’s , it also classified these shoppers into three groups occasional, core and top. These are based on more than 100 visits to the store each year would increase customer engagement. (Rigby C. 2020)
With M& S recognised as a retailer of middle-aged shoppers, Nathan Ansell a marketing director new that diversity would need to play a part, and by doing so reached out to Social Media (Instagram) where the influence of a certain celebrity could help by soaring sales. This opened a new generation of shoppers, and effectively enhance a new target market. (Nazir S. 2020)

Loyalty Ladder 
The loyalty ladder is a relationship marketing concept that allows customers to gradually move up through relationship levels. (Mutyala S 2021)
Starting with the first step at the lowest point, there are 5 different stages to consider:
     Advocate
     Supporter
       Client
     Customer
     Prospect

1. Prospect - are individuals who have communicated or are intrigued and are thinking about buying your item or using the service provided. 
2. Customer – First time buyers, these people may not shop regularly. 
3. Client - Your clients are customers who purchase from you more than once - reappearing clients. 
4. Supporter – will be the customers who are loyal and already have an association with the brand and products whether they are new or existing. 
5. Advocate – These are clients who will effectively rave about the brand and champion it, by letting other know why they should shop there.  (Kaufmann K. 2019)



Marketing Mix

The 7ps makes a difference to companies, it characterizes key issues that influence the marketing of its items and services, therefore the framework for this is called the digital marketing mix. These 7 keys of marketing contain: Product, promotion, price, place, people, process and physical evidence (Hanlon A. 2021)
Now knowing the 7ps it shall set a clear understanding of the current situation that company’s may be facing and tackle them head on with the following
1. Product – What products are the company producing, it must meet the needs of the customer, whether that is product or service.
2. Price – Making sure the price is right, so the company will make a profit, the products must be in line with other competitors too, to allow the position is a strong one. 
3. Place – The location of where the consumer will make their purchase and continue to do so, in store on online.
4. Promotion – conveying messages to the customer, about how their brand, products, and captivating advertisements are the best suited to oneself. 
5. People – Having experience work staff, who are well informed on all levels of, customer engagement, care, product and dealing with any enquires necessary.
6. Process – Creating a smooth process, will help the customer to experience the full dedication of the brand, from the smallest encounter (walking through the door) up until the customer has purchased an item, right through until they leave the store. 
7. Physical Evidence – The customer may need reassurance for a purchase especially if they are a first-time buyer, staff with a well-mannered, confident approach could ease this situation and therefore this can be used as beneficial evidence. (Oxford college of marketing 2021)
The Marketing mix centres on helping businesses, understand the needs of the consumer as it is essential that the needs and desires are always met. Company’s may be at the mercy of the consumer, but this is no means a unhealthy relationship, therefore creative and innovative minds are needed in business to always push boundaries and keep in line if not one foot forward in producing new, exciting and attractive products. This is where the loyalty ladder sits well with the 7ps has customers are wanting that special treatment, of loyalty cards, bonuses, reward points. If the company gives back a little, then surely the customer would not only return but also advocate to the next person, giving that much needed positive effect. (Acutt M 2021)






















Conclusion
To conclude Marks and Spencer have many positive influences within their brand, they do care about their loyal customers and believe since introducing the Marks and Sparks card, it has created over 6 million consumers. There are positive aspects throughout M & S practices, CRM has continued to be of the most beneficial necessity’s it has provided a wealth of knowledge and an understanding of their customers on a much personal basis, and help with future buying purposes. The downfall of this will always be the cost of running such a system, it lacks any engagement with the consumer and sometimes be known as impersonal.  Researching the topic ethics gives the ability to understand M & S code of conduct, and how reaching out to fellow colleagues and customers will make a huge impact on their wellbeing and behaviour. However, ethics must be looked at in detail as it is a very sensitive issue and much to cover in the terms of sticking to the company policies. Regarding sustainability M & S capture the essence of people, planet and product. They do this by having good relationships with their suppliers, they care for the customers in the community and reach out to taking a great deal of care to the planets crises and need for a greener future. By helping to improve this they must be vigilant in ever changing supplies and always source out the best ecological resources. Quality is to work closely with their suppliers, without good resources, an eye for detail and creative ideas, they would not be able to carry on trading. Quality is everything and more when it comes to the consumer feeling good, looking good and maintaining their loyalty. Segmentation positive attributes take account of there demographical actions. Always providing the best for the older generation, which shows warmth and care, but on the other hand they need to reach out to a much wider audience and introduce the millennials to push modern trends. 







Recommendations 

Evaluating the sustainability and ethical approach that Marks and Spencer have to offer, they certainly have pushed the boundaries imposing on being an eco-friendly and accommodating a green attitude towards the planet. 
There are however some issues that have needed addressing, the report shows a clear understanding of how children in Syria have been exploited in working all hours as young as 15 years old. From previous years Marks and Spencer has addressed this situation, but they now need to make sure they have no affiliation to negative press or damaging word of mouth, to rectify these issues they must stay true to word, carry out continuous reviews to ensure future suppliers are all about the greater good and keep in line with their policies and procedures. 
Another recommendation that needs attention is their fashion label, target segmentation shows that the brand appeals most to middle aged, elite consumers. This has always been the way M & S express their fashion trend but to increase and expand profit they must research in a more millennial way, social media is the biggest platform to reach, they must keep heading in this direction to reach out to more people and gain additional followers. Going back to the drawing board and taking a feedback questionnaire to the public can get a clearer identification of where to improve, maximise chances and help to gain new clientele. 
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