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CRM
According to M&S website in 2018 they have announced their new customer insight partnership with Starcount the data science company. This partnership will help M&S develop and enhance their relationships with their customers to improve their CRM system within the organisation. It will benefit M&S and help them to enhance customer understanding by creating a vision through the M&S loyalty club, the Sparks card which will be personalised according to the needs of each customer. This partnership will help M&S to provide and deliver a smooth and continuous customer experience. (M&S, 2018). 
[bookmark: _GoBack]The main area M&S focuses on to improve their CRM is customer feedback. In 2016 M&S started a point of purchase survey where they can attain information directly from their customers about their experiences in store. This survey was printed on the receipt and gives the customers a chance to win £250 if they provide feedback by which M&S can improve their services. (Ward, C. 2017).
M&S is a well known brand in the high street however there is a wrong assumption that M&S clothing for adults are only aimed at elderly people and not for young adults. People who have grown up with M&S have formed a good relationship with them but the new generation of people shop in other high street brands such as Primarks, Next, New look etc. (Williams, Z. 2015).
The german discount chain Aldi and Lidl are providing similar products to M&S food at a cheaper price which is a threat for them. (Kelly, L & Chambers, S. 2018).
M&S have built a strong sense of trust with their customers. They have introduced non-own brand labels and are competing on price. 
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