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Executive summary
This report was commissioned to examine and evaluate the success of CRM within Marks and Spencer and recommend ways of increasing the profit margin. The research draws attention to the fact that for the first time in 94 years, M&S stands to record a loss of £87.6 million. M&S also partnered with OCADO in September 2020, paying them £75 million for half of their retail market.
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1.0 Introduction
This report has been requested by the chief executive of Marks and Spencer on the 10th January 2021, as a means of examining and evaluating the success of Customer Relationship Management (CRM)The report has been drafted by Kelly Brain, a marketing research analyst, and fully endorsed by M&S CEO Steve Rowe. The estimated completion date of this report is on 19th March 2021. Initial data indicates that for the first time in 94 years, M&S stands to record a loss of £87.6 million The retailer records a slip in sales down by 15.8% to £4.09 billion with sales in clothing, homeware recording the highest grossing losses. The application of the triple bottom line has been incorporated throughout this report as a template, to guide and evaluate a social, economic and environmental working foundation to support and encourage a successful CRM within the retailer’s establishment. The correlated data can be used as a tool to increases efficiency and monitor successful communication, resulting in a better customer experiences to ensure profit margin a detailed and accurate study, a number of testing methods were used.


















2.0 Findings
2.1 Organisational Background 
Marks and Spencer started as a penny Bazaar more than 130 years ago in Leeds back in 1884, they sold their first Bra in 1926. (Marks and Spencer, 2021) Michael Marks, the founder of M&S, initially used the slogan “Don’t ask the price, it’s a penny”. He began as a peddler, but soon owned his own stall in Kirkgate market in Leeds. And soon stopped selling more costly products when the penny section thrived. Michael approached Isaac Dewhirst, to become a partner, who declined the offer but recommended Tom Spencer who agreed, and then on the 28th September 1894 Marks and Spencer was born. Between 1920 and 1940, the company changed direction to meet the needs of the consumer and as such, they began to sell important items like underwear. Since then, the Bra has become the most famous and classic product. (Marks in time, 2020).

Marks and Spencer launched its flagship store in November 1930 at Marble Arch London. One year later the company launched a food store, selling canned goods and fresh produce. Marks and Spencer made its name as a manufacturer of ‘British quality goods’. In the 1970s it also sourced most of its goods from the United Kingdom- unlike now where they largely manufacture internationally. In 1998 M&S became the first UK store to make a pre-tax profit of more than £1 billion.                                                    (The Guardian.com 2008). Although, M&S was on the verge of bankruptcy, suffering from a prolonged sales decline and the threat of being bought out by Phillip Green between the years 2000 and 2004. (Marks in Time, 2020).

Marks and Spencer are one of the largest retail groups in the United Kingdom (UK), with a combined emphasis on clothing and food, the majority of products are own brands. The company’s Group revenue was £10.2 billion in the financial year ending March 31, 2020, with an estimated profit before tax of £403.1 million. It operates internationally as well as in the United Kingdom. Unlike the increasing number of UK stores, the business has a long history in the UK market. As of 2020, there were 1,038 Marks and Spencer stores in the United Kingdom and 481 other stores around the world. The business employs about 75 thousand employees worldwide, with the majority of them being women.  (Statista.com. 2020). Marks and Spencer partnered with OCADO in September 2020, paying them £75 million for half of their retail market. Marks and spencer will also be able to sell groceries to customers via the internet. (bbc, 2019).

Marks and spencer have both external and internal stakeholders. The external stakeholders include suppliers, customers, the public and competitors. The customers play a major role as stakeholders, as every purchase they make supports the business from an economical perspective, but it also highlights products trends and future investments. Internal stakeholders include the management, staff and owners. Staff and management have a vested interest in supporting the financial infrastructure of the business as they are reliant upon it for their wages. (Lensontwelve.com, 2020). Shareholders, RWC Asset Management LLP, Schroder Investment Management Ltd and Majedie Asset Management Ltd. Due to COVID-19 for the first time in 94 years Marks and spencer were at a loss, the retailer made a loss of £87.6 million in the six months to 26 September. For the six months period sales across the company slid by 15.8 percent to £4.09 billion-mainly affected by lower clothing and home sales. Clothing sales in particular were reduced by lockdowns and the need for more casual wear, the company said. Between July and September, clothing sales in its city centre shops, for example, were down by 53 percent. (bbc.co.uk, 2020). 
Marks and Spencer’s businesses outside the United Kingdom and the Republic of Ireland contributes for around 6% of their turnover. This consists of a mix of franchise and part-owned businesses.  (Corporate. Marks and spencer.com. 2020)

2.2 CRM Benefits and dis-advantages of a CRM system 
Shep Hyken quoted 
“Customers are smarter than ever they 
know good customer service and they want it” (www.pinterest.com 2020)
Customer Relationship Management (CRM). It is a technology that is used to handle relationships with clients and prospective clients. A Customer Relationship Management framework allows companies to create customer relationships and streamline processes so that they can increase revenue, enhance customer support, and increase profitability. (Salesforce 2020). The collaboration seeks to enhance customer awareness and perspective by personalising Marks and Spencer’s loyalty and customer relationship management projects, which include its Sparks card scheme. Sparks currently has more than six million members. (Guan man, 2018).
Customer relationship management (CRM) is the combination of practises, techniques and technology that organisations use during the customer lifecycle to monitor and evaluate customer experiences and data. The aim is to strengthen customer service relationships and help attract customers and drive growth in revenue. Customer relationship management (CRM) systems compile customer data between the customer and the company through multiple channels or touch points, which may include the website of the company, live chat, internet, marketing, direct mail and social networks. Customer relationship management (CRM) systems may also provide comprehensive details on the personal information of consumers, purchasing experience, buying habits and complaints to customer-facing staff members. 
Organisations ranging from small companies to large enterprises will benefit from the use of CRM systems through: It will allow customer support representatives to provide better and quicker customer service by making customer details such as past transactions and contact history readily available. Collection of and access to consumer data through reporting and visualisation features can help companies identify patterns and insights about their customers. Menial yet required sales funnel and customer service tasks automation. (Rouse, M, 2020). 
Despite significant investments in customer relationship management (CRM) applications, research on the benefits of such investments is lacking. There has been little research on the role and contribution of CRM applications in managing customer interactions in particular. The value of maintaining customer relationships and assets is becoming more widely recognized. From a brand-centered approach to a customer-centered approach, advertising has changed. (Researchgate. 2020). Marks and Spencer have collaborated with Rant and Rave, a real-time customer experience technology company, to make capturing customer reviews easier. The programme, will allow consumers to share their feedback easily via multitude of channels, including interactive voice response, SMS, webchat and email then will be analysed. (Walker, P. 2018). 
2.2.1 Advantages 
The advantages of a business using customer relationship management system greatly outweigh the disadvantages, here is some advantages: It puts everything you require into one good place, customer relationship management is a scalable solution, data that has been collected can be accessed easy, it lowers costs and CRM can make the conversion process go faster. 
2.2.2 Disadvantages
Customer experience may deteriorate due to staff relying on the system, data protection and security issues, employees must have training on CRM, if the database isn’t kept up to date, data can still be lost and third party could get their hands on sensitive data. As a way to build engaging buyer-selling relationships, CRM schemes include bonus and loyalty programs, web communities, personalised ads, service quality programs, online dynamic pricing, internal blogging, social media networking, values offers and promotions. 
Marks and Spencer have appointed data science company Starcount, as part of its ongoing programme of transition under its five-year transformation plans, through personalisation of Marks and Spencer loyalty and CRM programs, such as marks and Spencer’s sparks card, the collaboration would help to improve customer awareness and perspective. (Marks and Spencer.com. 2018) CRM recognise that different customers different needs and want different services and goods, as well as different pricing and promotions. If fairness is not extended to those customers, the CRM system will put the company at risk. (Researchgate.net. 2012 Nguyen and Simkin, 2009; Bull and Adam, 2011).
Marks and Spencer has partnered with Doddle to make online returns from M&S.com easier across all of its Simply Food stores. Customers could pick up their online orders in Simply Foods stores before, but they could only return them to larger M&S stores. Chargedretail.co.uk. (2020).

2.2.3 Touch Points
Every year, retailers spend thousands of pounds asking customers the same question “How did we do on your most recent experience with us?” to monitor how well the customer experience is this question is asked repeatedly. Businesses today must carefully manage their customer relationship by ensuring that every Touch Point (e.g., delivery, billing, sales, communications, customer support, etc.) that deliver the customer’s needs and expectations. (Confirmit.Com. 2017). With customers shopping more online, the news of Marks and Spencer partnering up with Doddle have come at a good time this will launch a drive through collection service that can offer easier ways to return items ordered online. Touch points are useful for collecting customer data such as rating and reviews, websites, marketing, advertising, online help centre, follow ups and billing. 
Loyalty 
Customers who are loyal to Marks and Spencer will still make repeat purchases, as well as being dedicated to the brand and recommending it to others. Customers who are loyal to a company feel a deep sense of belonging; sparks cards may also assist customers. Marks and Spencer have just launched a new reward program known as Sparks. Sparks is a member only club built to give Marks and Spencer’s customers more, such as priority access to seasonal previews, tailor made offer and exciting money cannot buy events and experiences. (Mandoconnect.co.uk. 2017).  
Trust
When it comes to employee success in the workplace, one of the most important things to remember is building a sense of confidence. All relationships and interactions are built on the foundation of trust. It is just as critical in professional as it is in personal relationships. Relationships are the foundation of every successful company. Relationships between staff and customers, employers and employees, internal stakeholders and external stakeholders. All relationships are built on the basis of trust. (Towers, P. 2017).
Satisfaction
Customer satisfaction is a metric that measures how happy customers are with a business’s products, capabilities and services information on customer satisfaction, such as reviews and surveys, may aid a company in determining how to enhance or adjust its services and products.  
The primary goal of any business should be to please its customers. This holds true for wholesale businesses, manufacturing companies and retail, charitable organisations, government agencies, service businesses, and any subgroup within a company. (Asq.org. 2020).

2.3 Ethics
Potter Stewart quoted
“Ethics is knowing the difference between what you have 
a right to do and what is right to do” (www.pinterest.co.uk 2020).
Ethical theory provides a basis for ethical solutions to complicated problems that people face in their lives. Philosophers have devised analytical methods for determining what is right and wrong, as well as principles for living and acting ethically, for decades. 
The moral standards that serve as instructions for how a company handles itself and its transactions are known as business ethics. In certain cases, the same rules that people use to conduct themselves in a proper manner-in both personal and professional environments-also apply to companies. Acting ethically entails deciding what is “right” and “wrong.” Around the world, basic rules exist that define what is wrong or unethical in terms of business practices. Unsafe working conditions, for example, are widely regarded as unethical because they put employees in risk. Because of market, social, technical and financial changes, the organisation operates in a constantly changing world. Individuals and the community are continually urged to make choices about behaviours and decisions that have consequences. (Corporatefinanceinstitute.com. 2020).
2.3.1 Term ethics
The study of ethics, or the attempt to learn what is right, wrong, good, and bad. It is a branch of philosophy that examines moral beliefs and aims, decision motivations, and patterns of good and bad behaviour in a systematic way. The word ethics comes from the Greek word ethikos, which means “character.” Throughout history, perhaps the most important ongoing conflict in the field of ethics has been between follower of religious ethics and adherents of philosophical ethics.
2.3.2 Advantages of ethics
Although some accept that a company’s sole purpose should be to make money in a legal manner, other disagree. Others agree that businesses should follow the same ethical guidelines.
· Enhance business reputation
· Positive work environment
· Improves customer happiness
· Retain good employees
· Builds investor loyalty
· Avoid legal problems

2.3.3 Disadvantages of ethics 
· Reduce profits
· Time consuming
· Not ideal for small businesses 
· Instability (commercemates.com. 2020).
One of the brands leading the charge for higher ethical standards on the high street has been Marks and Spencer. They benefit from using ethics by drawing in customers to look and buy their goods, and persuades them to stay loyal to their services. 
2.4 Sustainability
Colbert and Kurucz (2007) identify the colloquial definition of sustainability as being to 
“keep the business going” (www.uos.ac.uk 2020).
2.4.1 Term of Sustainability
The sustainability of economic growth.  
Definition of Sustainability
The most common definition of sustainability is addressing current needs without jeopardising future generations' ability to meet their own. It is built on three pillars: environmental, social and economic factors. profit, people and planet. Sustainability is a corporate strategy for generating long-term value by considering how a company works in terms of the environment's ecological, social, and economic factors. The premise behind sustainability is that developing such policies promotes company longevity. Companies are realising the need to act on sustainability as demands for corporate responsibility rise and accountability becomes more prevalent. Professionalism and good intentions are no longer sufficient. (Haanaes, K. 2016). Sustainability has become a buzzword in both large and small businesses.  Sustainability is a top priority for McDonald's Corporation (MCD), Wal-Mart Stores, Inc. (WMT), and many other real corporate behemoths. 12 Other businesses are also under pressure to demonstrate how they plan to contribute and deliver services and goods in a sustainable way. (Investopedia.com. 2020).
2.4.2 Advantages of sustainability
· Waste reduction
· More sophisticated recycling practice
· Protection of our natural resources 
· Can save money in the long run
· Less air pollution
· Less smog 
· Slowing down climate change 
· Improvement in overall health 
2.4.3 Disadvantages of sustainability
· May need significant initial Investments
· Maybe time consuming
· Organic products are more expensive 
· Can be costly for business 
· Confined variety of products
· Companies may misuse the term green for their purpose. (Environment consience.com. 2020). 
Ethical and sustainability policy 
Marks and Spencer are a retailer based in the United Kingdom. Being a fair partner is a vital part of their strategy, which includes legal and ethical policies. The future plan for sustainability is to incorporate the policy into the core working business module, rather than running congruent to operations. With a core working module the hope is for M&S to return to a sustainable profit growth. Plan A is M&S’s way of contributing to a more sustainable world by enabling their customers to have a positive effect on their well-being, families, and the environment in everything they do. Plan A is a multi-year sustainability transition plan that has been revised many times (in 2010, 2014, and 2017) to reflect the evolution of our industry as well as the risks and opportunities that social and environmental concerns present. (Corporate.marksandspencer.com. 2021).
‘Plan A’ basic five pillars are:
· fair Partnership – Ensuring that M&S's clothing manufacturers pay fair wages and that workers in countries like India, Sri Lanka, and others live in decent conditions.
· Waste – This refers to lowering the amount of building and operational waste sent to landfills each year.
· Health & Well-Being – Encouraging staff and customers to live healthier lifestyles.
· Climate Change – This relates to reducing energy use by about 40% and being carbon neutral by 2012.
· Natural Resources – Ensure that raw materials do not come from deforestation-causing sources.

M&S, for example, is "working with Indian farmers to improve methods of growing cotton that use less water and pesticides." Plan A recently launched a nationwide charitable food redistribution programme to reduce the amount of food wasted. (Pioneerspost.com. 2015). 
Tu is making decisions that will lead to a more prosperous sustainable future. They are not new when it comes to sustainability, but they are stepping up their efforts. Tu realises that things are not always going to be easy, but they are up for the challenge. So, their mutual effect would be greater. (Tucolthing.sainsburys.co.uk 2021). 
According to new research from Accenture's strategy group, retailers that can clearly articulate their ethics are more likely to see customers invest their money with them.
Consumers of all generations care about what retailers say and how they behave, according to Accenture Strategy's Global Market Pulse Research. According to the survey of over 2,000 U.K. customers, consumers under 30 - those belonging to the Gen Z and millennial generations - have a clear preference for retailers that adhere to a larger intent. According to the report, more than six out of ten younger customers think about a company's ethical principles and credibility before purchasing their goods. (Schavrien, A. 2018). 
With M&S’s focus on sustainability in terms of profit growth, they stipulate the they will still remain active from a climate and social aspect. By remaining actively involved in researching ways, to minimise plastic use, their awareness of animal welfare and maintaining high quality food provenance, will only solidify the relationship of the CRM.
M&S Energy, who currently provides energy to homes via a partnership with SSE, revealed last week that its nine-year contract with the big six firm will expire in September 2018. M&S uses renewable energy to supply power to its own stores,  The retailer has announced that its new partnership with smaller supplier Octopus Energy, which has about 200,000 customers, will begin on September 29. (Capstick, A. 2020).
2.5 Quality
Quality is described as “consistent conformance to clients/customer’s expectations”. More definitions include “the absolute best”, “suitable for purpose for which it was designed”, “flawless”. Quality, on the other hand, is subjective and is determined by one’s understanding and experience with a company’s goods or services.  When it comes to defining quality in organisations, it is up to the company itself to investigate and determine how their clients and customers view and interpret quality in order to fulfil certain standards or even alter perceptions. If your customer/clients have a different perception of the quality of your goods than what they are, you will need to change their minds. (Dataapt.com. 2017).
 




2.5.1 quality monitoring, quality control and quality assurance.
Quality monitoring
Customer service is a must these days, and it is becoming an increasingly important factor in cultivating positive customer loyalty. There are still organisations that do not track or even control the service level in their call centres. This is where the business and the customer connect, and it can make or break relationships. Customers must be listened to. by keeping an eye on experiences and asking the right questions This is where contact centre analytics come into play. The business will benefit from customer interactions by tracking quality across various platforms, which will lead to improved decision-making service and operation.
Quality control
At Marks and Spencer, quality control and quality assurance are not identical. Quality control is characterised as maintaining and ensuring product quality and price for customers by inspecting, measuring, and sampling products at various points in the manufacturing process. Marks and Spencer uphold ethical values by ensuring that all goods and foods are purchased from responsible manufacturers who treat people and animals with dignity. Along with adhering to the law.
Quality assurance
Quality Assurance entails making everyone responsible for the product's quality, as well as being built to ensure a high-quality product. Total quality management (TQM) refers to a company's commitment to constantly improving product quality. In addition, all staff should be aware of their responsibilities and goods. Customers must always come first, with outstanding customer support programmes that offer effective service while still being cost-effective for both the customer and the business. (corporate.marksandspencer.com 2015). 
Companies should be focused on all three bottom lines at the same time, according to TBL theory. Today, many of the raw materials used by M&S come from more environmentally friendly sources. M&S's contribution from a much wider variety of raw materials is being expanded with Plan A 2025. M&S are committed to improving their company so that M&S can once again live up to its brand promise and generate long-term, profitable growth for the customers, employees, and the communities we represent. (Corporate. Marks and Spencer.com. 2019).
Colbert and Kurucz (2007) 
report that many businesses report publicly on their sustainability performance based on the notion of “triple bottom line”


2.6 Segmentation 
M&S chooses the target audiences for its brands based on demographic segmentation. M&S divides its customers into age, income, social class, and occupation classes. M&S is aimed at people in their 30s who have a high salary and work as executives. Its market segmentation is also based on value. 
Targeting customers
Marks and Spencer seem to have no clear target market profile and instead chooses to target a wide range of people with their product range. In terms of demographics, Marks and Spencer’s fashion line caters to middle aged women, but it makes no mention of this. With such defined values, it’s easy to believe that the company’s target segmentation isn’t specified, however, Marks and Spencer recognise that improvements are needed, according to their annual report. The company can be reached throughout the world, with access to the website. (Nazir, S. 2021).                                           Segmentation psychographic Marks and Spencer are opening stores in high-population areas. For example, there are stores in Malaysia and fore retail shops in Kuala Lumpur, which has a population of 1,627,172 people. This is a successful idea to open stores in high-population areas or areas with higher living standards. (Jokinen, M. 2016). Marks and Spencer's core principles are high-quality products at a reasonable price, and the company's customer service is second to none. However, the company is constantly under attack from rivals.  Other rivals include clothing stores such as Topshop, Next, and Burtons, as well as supermarkets such as Sainsburys and Tesco. (Campaignlive.co.uk. 2005). There are several variables that can impact the outside world where Marks and Spencer works. The company operates in a highly competitive climate. The company's segments include clothing, food, beauty and home goods, all of which have multiple competitors. 
Heatherington's team worked in-store at M&S to add simple customer satisfaction messaging and questions to customer receipts in order to begin collecting input that could be analysed. The company is highly responsive to technical and social economic factors. To encourage customers, Marks and Spencer offer discounts, gifts and vouchers in return for completing the survey. (Cameron, N. 2018). 
M&S Bank, a partnership between HSBC and the retailer, has announced that all of its current accounts, as well as its Monthly Saver account, will close in August. M&S Bank's 29 in-store branches will also close in early July. (Jones, R. 2020).






3.0Conclusion 
3.1
M&S's 'Plan A' programme is one of the biggest of its kind, and it's proving to be effective, as shown by the annual reports it publishes detailing the commitments it's met. It could well go on to become the world's most sustainable retailer. Even though there is not a lot of unethical activities practised by Sainsbury’s, it has still not taken ambitious and large-scale steps to become eco-friendly like M&S.
M&S has decided to improve its reputation as it has been criticised in the past because of its conduct in countries like Bangladesh and India where it paid low salaries and forced its workers to work hours outside legal limits. The company is deeply involved in the use of sustainable power to fuel its own stores, and has started purchasing more than 2.5 trillion-watt hours (TWh) of renewable energy, enough to power almost one-third of its stores globally.

















4.0 Recommendations
There are some things that Marks and Spencers can improve on by being more ethical. Unfortunately, Marks & Spencer's animal rating is the lowest of the brands, with a ‘It's A Start' rating. The brand uses leather, down, and cashmere without disclosing where they come from. They could improve this by looking at their supplier’s policy and practice and consider alternative resources for purchase. Improve on the touch point to determine what the customers primary object is, understand what the customers thoughts or feelings are at the time. 
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