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1 Organisation details
Marks & Spencer is a British department store with over 600 stores in the United Kingdom and another 200 in more than 40 countries. Michael Mark created the company, and eventually formed a partnership with Tom Spencer. Waterside House, in the City of Westminster, London, England, is the company's headquarters. Marks & Spencer's domestic stores sell clothing and food, as well as homeware, furniture, footwear, gifts, and food, with many of these items being sold under the St. Michael brand, which is owned by Marks & Spencer. Marks & Spencer was the first retailer to install self-checkout tills in the United Kingdom. (Sustainability at M&S, n.d.)
2 The importance of information system
“The value of having a computer system is critical, and it has enabled M&S to expand its operations. The perks aided growth in all departments and provided them with the stability they needed to continue growing at a quick pace. Profits were increasing as Mark and Spencer’s expand. Mark and Spencer’s launched a technology transformation programme in 2018 which aims to create a more agile, flexible, and efficient business model. The technology transformation programme anticipated to deliver annual efficiencies of c. £30 million by 2021/2022 and plans to achieve clearer accountabilities and a more customer centric approach to technology services. Additionally in 2020 it formally adopted an information management and archiving policy and standards for business growth”. (M&S 2021. Never the same again. Annual Report & Financial Statements 2021. Marks and Spencer Group plc).
· They needed to implement an in-and-out system that would allow them to track not only stock but also earnings and losses.
· Marks and Spencer’s have a terrific system in place because they recognise the importance of information. Collecting data led to the gathering of information, which led to a better knowledge of what was required.
· For years, they have worked in this manner and at a good pace, which has given them the power to compete in all countries.
· The implementation of a computer system benefited Marks and Spencer’s since the company's rapid growth and expansion made it easier to govern and obtain customers.
· Marks and Spencer’s has grown over time, from selling clothing and home items to also providing food and beverages. Thanks to an information system that also acted as a delivery source, they were able to control the ins and outs of stock as well as the needs and expectations of their customers.
All stores now have simple access to data and information thanks to an information system. The system aids in order management, vendor management, and supply control. Order taking, order processing and location, stock control, and order pricing were all aided by the system. They were able to use an information system to build the business in a systematic way
3 DIKW Model
[bookmark: _Int_Z5hmQ9oj][bookmark: _Int_Kuhjn2iB]The DIKW pyramid, also known as the DIKW hierarchy refers loosely to a class of models for representing purported structural and/or functional relationships between data, information, knowledge, and wisdom. "Typically, information is defined in terms of data, knowledge in terms of information, and wisdom in terms of knowledge" (Rowley, Jennifer 2007). It demonstrates how the deep understanding of the subject emerges, passing through 4 qualitative stages: D – data, I – information, K – knowledge and W– wisdom.
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Marks and Spencer’ has a great system in place.
· Collecting data in order to obtain information in order to comprehend knowledge.
· Working in this manner at a good speed for years, and it is given them the strength to succeed in any country.
· When data and information are combined with expert opinion, skills, and experience, a valuable asset is created that may be used to make critical decisions.
· Individuals, teams, and entire organisations can utilise knowledge management (KM) to acquire, share, and apply information in a systematic and collaborative manner in order to achieve their strategic and operational objectives. 
KM aids in improving the efficiency and effectiveness of operations, as well as innovating and changing the competitive landscape. Information-oriented management is to generate knowledge from data and turn it into a long-term competitive advantage that can be measured in terms of financial performance. Marks and Spencer’s are a collection of business procedures for the creation, storage, transmission, and application of knowledge. Knowledge management enhances a company's ability to learn from its surrounds and integrate that knowledge into its business processes. 
Marks and Spencer’s have a wealth of managerial information since they make it simple for people to find what they are searching for while also encouraging them to share their knowledge and perspectives, as well as contributing and rewarding active users. They kept up with ever-changing technology and made all sites simple to comprehend not only for clients but also for employees, and they always coordinated among team members and teams in different locations.

 4 IS/IT Systems
[bookmark: _Int_JyyAxtXL]“Whether a company's profitability is above or below the industry average is determined by its relative position within the industry. Overall, sustained competitive advantage is the foundation for above-average profitability.” (Rowley, Jennifer 2007)
[bookmark: _Int_UO4bp4Zs][bookmark: _Int_qTsoKr5L]“A corporation can have one of two sorts of competitive advantages: low cost or differentiation. Cost leadership, distinctiveness, and focus are three generic techniques for generating above-average performance in an industry, based on the two primary categories of competitive advantage and the scope of activities for which a firm aspires to accomplish them. There are two types of focus strategies: cost focus and differentiation focus”. (Porter, Michael. E. 1985)
Figure 2
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Marks and Spencer’s cost leadership goal is to become the industry's lowest-cost producer. Depending on the structure of the company, cost advantages might come from a variety of sources. A low-cost producer must find and use all potential cost benefits.
· [bookmark: _Int_Mm9mwlow]They will outperform the industry average if they can achieve and sustain overall cost leadership, providing they can command price at or near the industry average. (Tyler, n.d.)
· As part of its differentiation strategy, Marks and Spencer’s has always emphasised being distinctive in its industry, which is highly valued by customers. It picks one or more characteristics that a lot of people care about and positions itself to address those needs in a unique way.
· It is compensated for its rarity by commanding a higher price. They have a terrific information system and cutting-edge information technology, giving it a competitive advantage.
· Not only are they well-known for their products, but their care and attention to clients demonstrates how closely they adhere to their beliefs, goals, and missions because they have a good system, they have been able to expand their sales beyond clothing and food to include mobile devices, energy, and banking.
[bookmark: _Int_7AddjQqq]“As a business that has been around for 137 years, we know how important it is to look to the future. M&S has been built on a belief that caring about our impact on tomorrow’s world as well as today’s is not just good citizenship, it is good business”. (Sustainability at M&S, n.d.) M&S's goal is to grow a company and achieve lengthy, business results while also ensuring the company's long-term viability.
 
[bookmark: _Int_I4AvnZ7A]Marks and Spencer’s make certain that the goal of improving the business and attaining long-term, profitable growth includes a long-term future. Economic, cultural, and governance factors all play a role (ESG) framework outlines our commitments to addressing the most pressing sustainability issues confronting businesses, society, and the planet today and in the future. Plan A represents our planet-based goals with the main mission to become a net-zero business by 2040. (Sustainability at M&S, n.d.)
· It is at the heart of how they do business and the promise they make to customers to source responsibly and report publicly on supply chain practises.
· What makes Marks and Spencer’s great is how people are treated, who creates them, and how we farm with care to deliver the highest welfare standards and that will not change. 
· Marks and Spencer’s believe that people are what makes it’s successful, so wants to ensure that staff in the UK and abroad work in a safe and healthy environment that prioritises Inclusion & Diversity, personal development, and respect.
· Finally, Marks and Spencer’s have always serviced the local communities, and during the height of Covid-19, our employees once again stood up to assist those who were most in need.

5 Enterprise Resource Planning (ERP) system
Marks and Spencer’s face many challenges when implying a new ERP system even though the decades of researching and being in competition gave them an advantage. ERP solutions is an enterprise system that help firms understand their processes. Purchases, innovation, manufacturing, and sales are examples of these processes. With the addition of business systems like supply chain management systems (SCM) and customer relationship management (CRM) systems, an ERP system can be expanded to serve processes across organisations. (Corporate Finance Institute, n.d.)  Marks and Spencer’s operated without a system for years, but with the company's global expansion, a system is the only way to keep track of all merchandise, employees, and customers. When fresh data is input by one process, it is immediately made available to other business processes, which not only makes things easier, but also ensures that everything runs smoothly and with indications of difficulties. A supply chain is a series of events that help an organisation move resources from suppliers to customers. Its goal is to keep information flowing in a controlled manner. Supply chain organisations can cooperate and integrate to varying degrees. The software can help companies plan and execute supply chains. Marks and Spencer’s has been able to expand not only in terms of what it sells, but also in terms of who it sells to and when. The implementation of SCM and CRM has aided connections with customers and employees alike.
Marks and Spencer’s had numerous order processing backlogs, and consumer complaints were steadily increasing. The company had worked hard to keep ahead of the competition, but they were unable to resolve some of its problems. The goal was to develop a customer service ordering system that could accurately predict problems in a fantastic retail environment. The retail industry is very competitive, and it is always working to improve its information systems in order to meet client needs. Marks and Spencer began incorporating cutting-edge information technology into their ordering system, distinguishing themselves from competition.
In 2005, it signed a deal with Amazon Service Europe. As part of the agreement, Amazon Service Europe will host and offer a synchronised information system to Marks & Spencer's websites and phone ordering systems. Data and information can be quickly accessed throughout all of Marks and Spencer's stores and headquarters thanks to the company's technology. Through a shared database that provides answers to problems in the aforementioned areas, interacting with customers, suppliers, controlling information to various stakeholders, and monitoring the availability of sending and receiving products are all advantages of the system. The information system had to overcome challenges such as merging all stores into a single database and sharing all product and management data. Thousands of product data and order information must be safeguarded on websites. The system application should be designed so that the dates are easily accessible and used across all channels. Because of the implementation of an ERP system, Marks and Spencer was able to expand their business more efficiently. (www.google.com, n.d.) M&S has made significant investments in its information technology to minimise the risk of new entrants. IS/IT enables faster product diversification, making competing items less ideal alternatives and hence less appealing to the majority of buyers. The new information systems can be utilised to enter new markets or sell more successfully into existing ones, reducing the risk of a market controlled by a few purchasers. IS can assist in providing better service and a better customer experience.

6 CRM System
[bookmark: _Int_uTQI04ec]CRM systems integrate a range of customer-related information systems, such as who your customers are, how to reach them, whether they are costly to serve and sell to, what products and services they are interested in, and how much money they spend with your company. CRM gathers and integrates customer data from across the organisation, consolidates, analyses, and distributes the results to multiple systems and client touch points. A customer touch point is a point at which you interact with them. Well-designed CRM systems may provide an unified enterprise view of customers, which is advantageous for both sales and customer service. Powered by Medallia’s technology and delivered by KPMG in the UK’s customer consulting team, the programme will bring together all of Marks and Spencer’s global data sources within one platform. This can provide a live, connected view of customer experience across the retailer’s operations. (www.businesswire.com, 2021) Katie Bickerstaffe, Chief Operating Officer at Marks & Spencer, said, “The last year has shown how vitally important it is for businesses to be able to stay in tune with their customers in order to rapidly respond and adapt to changes in behaviours and shopping habits. Working together with KPMG in the UK and Medallia will give us rich insights from across our customer base and channels like we have never had before, enabling us to offer the services and experiences our customers are looking for across our stores and M&S.com, supporting our transformation and ensuring we emerge stronger from the pandemic.” M&S is collaborating with KPMG in the United Kingdom to assist our worldwide customers connect knowledge to meaningful business impact.
[bookmark: _Int_S4yLPnWJ]“M&S have strived to secure the future of the business and, as we emerge, our never the same again programme will accelerate our transformation and fulfil our potential to deliver long-term, sustainable and profitable growth for our investors, colleagues and wider communities”. (Multimedia Library, n.d.) Mark and Spencer’s wants to speed up some areas of the transformation in order to stay relevant in a new customer environment. They will start with the sourcing offices' role. It will be expanded so that sampling, ordering, and quality issues may be resolved rapidly. A speedier supply chain will be built, allowing for testing and re-ordering of seasonal fashion lines, especially for the internet market and establishing a store estate for the future world, with the replacement of ageing stores already underway and a shift in property provider partnerships to go faster. With the launch of the Vangarde programme and the resolution of the contract and connection with Gist and Ocado, long-standing challenges in food distribution will be addressed in order to capture value in the food supply chain. The rapid rise of online food during the crisis, as well as the improving success of our online Clothing & Home, are proof of this.
Marks & Spencer announced changes to its corporate leadership structure, including the creation of a small executive board. Their goals are to assess spending and headcount at all levels, with business unit and category heads making the final decisions. Multitasking and more flexible management structures will become part of how retail businesses operate. A single digital transformation team is bringing together data, the internet, and technology and direct-to-frontline, tech-enabled communication, as well as more flexible work schedules, will become standard.

7 Steps M&S should take to implement a new ERP system
Based on my research, I have come to the conclusion that Marks & Spencer's main goal is to provide excellent customer service. Marks & Spencer's processes and success rely heavily on their enterprise system. Marks & Spencer can provide improved service, quality, and performance with the use of an enterprise system. Marks & Spencer uses an enterprise system to aid them with a variety of tasks, such as planning new strategies and measuring performance to understand where they stand. Marks & Spencer uses customer relationship management, which is part of their business system, to give better service to customers and attract customers from competitors. Please examine the attached plan, which details the steps that should take to improve the ERP system. I focused on distribution, sales, and materials because I thought those were the areas that needed the most attention. 

Figure 3
[image: ]8 Enterprise resource plan
[bookmark: _Int_e2WlqT19]There will be challenges for Mark and Spencer’s when implementing a new Enterprise Resource Planning (ERP) system. Challenges that will end in great results. Change is not always a bad thing. The changes can only encourage growth. The distribution department monitors the flow of goods and services. It can assist in the provision of tools for true supply chain management, warehousing, and delivery. The sales keep on track with customers and potential customers. It contains order administration, contracts, billing, sales performance management, and sales force supporting activities for the purchase process. The material section is a vital part of ERP software for planning and preparation. It assists businesses in simplifying complex manufacturing processes and ensuring that production meets demand. Retail has undergone a significant transformation now that e-commerce has merged with other sales channels as well as brick-and-mortar operations. “The ability to provide self-service options for identifying, configuring, purchasing, and shipping products is dependent on integrated data. A modern ERP also helps retailers reduce cart abandonments, improve Web site conversions, boost average order value, and increase customer lifetime value“. (SAP, n.d.) 
9 Conclusion
As a result of my investigations and working on this research, I am certain that this company can and will grow in tandem with the economy. Marks and Spenser’s have been a household name since 1984 and has moved steadily with the times and requirements since. Marks and Spencer’s have a fantastic selection of products including retail, banking and insurances services and have been able to adapt to providing excellent service both in-store and online. I have identified a small number of opportunities that need to be addressed in order to increase profitability and customer loyalty, but with a simple ERP update and clear visions, goals, and missions, I am confident that Marks and Spencer's will continue to thrive. The distribution team is keeping track of all flows, the sales team is keeping track of existing and new clients with faster response times and online help is just a click away. With targets, a lot of preparation a long side contingency planning Marks and Spencer’s have been able to implode the Material sector and now play significant role in this industry. Marks and Spencer's have been around for a long time, and with the right information and updated systems in place backed by a strong and experienced workforce, the company will continue to grow and be loved for many more years to come, not only by its loyal customers, but also by new customers who will want to be a part of something special. 
They already have an excellent customer service team who thrive to improve. The team are enthusiastic about a new ERP and understand the benefits this will have on maintaining the strong customer base and the potential of new customers who can rely on a brilliant customer service experience. As a result of my investigation and shown on my report it is evident that Marks and Spencer’s are producing positive outcomes and are delivering on the best customer journeys and experience.
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