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“Any business that becomes a household name creates customer expectations and customers become more knowledgeable, sophisticated and more demanding”. (Case study)
Meeting its customer expectations can be achieved by a business not only through the large variety of products it offers but also through providing these products according to the needs of its customers. All these can be attained by maintaining a stock accuracy which is the key factor in developing an efficient stock management.
In order to meet the customer needs and expectations it is important that the company is flexible and as a result customer can find stores opening between 7:00 am and 10:00 pm which provide a full range of products and choices that are available seven days a week in every location.
The stores provide a relaxing and enjoyable environment, where customer care is provided at the highest level, highlighting the main principles of the company to meet customer satisfaction which are quality, value and service.
Physical distribution is one of Marks and Spencer’s key factors that positively affects the customer service and consists in all activities needed in maximizing and making the products available for customers.
According to the Case study, “each day, more that 200.000 trays of stock are scheduled to arrive at the correct location, in the right quantities through Marks and Spencer’s distribution network”. This shows the complex nature not only of the distribution network but also of the decisions which have to be taken at a managerial level in order to meet customer’s expectations as well as adapting to the unexpected.
The process is even more complex, therefore stock must arrive promptly, in good condition and it must be sold quickly to ensure product freshness. However, as the unexpected situations can interfere, stock adjustments are necessary to maintain a satisfactory level of product.
[bookmark: _GoBack]Marks and Spencer’s used to run the stock adjustment through a system called Food Stock Adjustments (FSA) which involved writing paper records and keeping duplicate copies resulting in trace difficulties and time-consuming.
Being a barrier for efficiency, FSM (Food Stock Management) has been developed to replace FSA which highly improved and maintained stock accuracy providing hand-held terminals (HHt)-scanners which use bar code for information record- returning valuable information on which efficient management decisions can be taken.
FSM’s main objective is: “M&S’s priority for its customers is having quality products in the right place at the right time”, which shows Marks & Spencer’s commitment to always putting the customer first.
Another factor that improves Marks and Spencer’s food business and customer satisfaction is the relationship the company created with its suppliers over the years, working closely with them at every production stage to ensure both freshness and hygiene.
Fully aware of the fast-changing world, they have developed “a continuous and energetic process of new product” which they apply every year. This process consists in a large range of products being relaunched, repackaged or upgraded with the ingredients the company sources from around the world to provide good quality and value.


