


                                                                                                        


Knowledge and information Management
of 
[image: ] 
M&S (2022)

	Student Name
	Deon Rose Lobban

	Student ID
	1919079

	Module name
	Knowledge and information management skills for the workplace

	Module Code
	BMSW5106_Birm

	Lecturers Name
	Mr Khaza Ahmed

	Assignment Part 1
	Case study report






 



Introduction
The purpose of this report is to conduct a case study regarding Marks & Spencer’s Technology Transformation Programme. The focus will be on the challenges of implementing a new system, and the M&S Software app system. The benefits of using M&S information systems and the competitive advantage it will have on the company, 
By conducting secondary research, it will focus on the objectives using the Porters five generic framework, giving a deeper understanding of the functioning of the Enterprise Resources Planning (ERP) system, including any negative challenges it may have and how to overcome them.
Also, how to incorporate a step-by-step plan for a new (ERP) system for Marks and Spencer using appropriate timelines and how it will help to benefit the company.
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Synopsis
In 1884 Michael Marks and Thomas Spencer formed the M&S partnership owning more than 959 stores throughout the UK to this day. The company has a well-known reputation for its high-quality British made products, a vast production line which involves food, home and garden products, children, male and female clothing lines, bank services in the UK and abroad with over several subsidiaries including the popular Ocado.  
In 2018, Marks and Spencer incorporated within the company a five-year innovative Technology Transformation Programme. This dynamic system is a key communication tool for staff and customers as it collects, processes, distributes and enhances data collection and information from each department. This enables the system to produce data on all available products throughout their many stores, online and through connective apps, banking, and retail to giving a more accurate account of financial information, creating a more agile, flexible, efficient business model, helping to drive the business forward. It was stated that “For over a century Marks & Spencer (M&S) has been a legendary UK retailing organization. M&S’s management, both its overall style and its individual leaders, have been acknowledged as exemplars of ‘best practice’. Peter Drucker (1974) described M&S as a ‘managerial giant in the western world’. Tse (1985, p. 1) noted that M&S ‘has been widely recognized as one of the best managed companies in Europe.” (Mellahi, Jackson, and Sparks, 2002, P3)







M&S Information and Technology Transformation
Information systems are a connective part of information and communication technology. Early office technology did not appear until the mid-20th century when the word information technology appeared back in 1958 in an article published by author's Harold J. Leavitt and Thomas L. Whistler stating “The new technology does not yet have a single established name. We should call it information technology” (History of information technology, 2022).
Today’s Information systems (IS) involves many platforms, including cloud storage structures and the company apps, contribute vastly by speeding up the communication methods globally through collecting, filtering, processing, storing, and distributing data helping companies manage resources and operate more efficiently.
M&S have a large number of different departments within their matrix system, which is distributed in the UK & globally, connecting to multiple apps. 
	· Banking
· Energy supplies
· Credit cards 
· Click and collect 
· Scan and shop
· Food
	· Clothing
· Footwear
· Beauty department
· Home products
· Café facilities



Below is list of some of the products which are readily available via the M&S app system: 
Marks and Spencer are one of the largest respected retail companies in the world and greatly admired by many other retail establishments for their sophisticated flare on quality and reasonable price range within the retail world. Peter Doyle (quoted in Seth and Randle 1999) stated ‘If I had to pick one company in the world that exemplified consistent long-term growth, profitability, and customer satisfaction, it would be Marks and Spencer . . . In terms of performance no British company can match them. (Mellahi, Jackson, and Sparks, 2002, P3).

Question 1.
Explain how M&S benefits 
from using information systems?
Marks & Spencer (M&S) uses an Integrated Customer Ordering Service (ICOS) information system in conjunction with Amazon. Amazon Services Europe will provide the technology behind the retailer's website, as well as its in-store and telephone ordering and customer services systems. Tran (2005) M&S information systems help staff to provide a concise account of consumer information by reducing errors and constantly updating the system. This allows for a more effective, efficient, and timely delivery of produce and services, adding more value with less effort, helping to secure customers privacy and personal data, hence, improving customer service. 
According to M&S tech (2022) states “Our tech stack is as varied and exciting as it is wide and robust. Here just a few of the innovative projects, technologies, and dedicated teams we’re developing across M&S tech.” M&S benefits through using these information systems which operate efficiently by providing service and resources according to what the system allows e.g. 
· M&S information systems are at the centre of the customer service, helping to improve profits, shows integrity and professionalism to the customer
· Helps supply information to M&S staff when making important decisions, cutting, and reducing costs.
· Continuous availability of connective systems allows for better communication.
· Helps communications growth, compatibilities and changing methods within the Company.
Information systems are used in conjunction with data which is collected and organised making it easier for the user to understand the information, its relevance and why it is needed. This allows both the employees and the customers to save time, increasing client loyalty.          
The programme is an important part of M&S and changes the way M&S works,                                                                                                                                                                                                                                                                                                                                                                                                     enabling growth, expansion, and a higher profit turnover. The M&S Technology Transformation Programme encourages efficiency and a more reliable customer service
Question 2.
Choose one of the information systems implemented by M&S and describe the input, processing, and output of such a system?
M&S Application (App) software system
An app, which is short for "application," is a type of software that can be installed and run on a computer, tablet, smartphone, or other electronic devices. (Indeed Editorial Team, 2021) The M&S App is part of the company software program, and an essential part of the digital marketing, taking, or adding data to the main system, which is downloaded on to the customers smart phone, allowing the customer to access relevant information needed to carry out specific tasks.
The M&S app is designed to accommodate both the iOS and Android mobile platform software, allow customers to view, shop direct, access banking, and pay for products from different departments. People are spending an average of 4.8 hours a day on their mobile phones, App Annie's report indicates that apps were downloaded 230 billion times in 2021, while $170bn (£125bn) was spent. (Jane Wakefield, 2022)
The M&S banking app and sparks account also allows the customer to scan & shop instore with no need for them to approach the till or wait in queues. Once items are scanned the customers can leave the store paying automatically via smart phone, while on the go or from the comfort of the customers armchair. Customer data is also heavily encrypted, allowing the customer to protect their I.D with facial or fingerprint recognition pass, and the availability of deleting information on request, make shopping easier than ever on your phone or tablet with the free M&S app. Access your sparks account, get exclusive office, skip the queue with Scan & Shop. Marks & Spencer (2022)




System input: The system input involves the customer entering qualitative data by downloading the M&S app through the app store onto a smart phone or Android. Once signed in with the relevant details the customer can scroll through the many options, clicking on the required subject.
System processing: The data enters a multitasking system which analyses and processes the obtained information, storing the customers geography information, ordering details, shopping habits, payments, complaints, and feedback. This includes the securing of data in the systems and validating data. It is imperative that the information gained is correct as it determines a positive or negative output within the company and customers.
System output: Once processed, the app gives an automatic individual report of the customer’s information, helping build a customer account, and strong platform for direct advertising. This defines what information needs to be sent to the customer and gives a clearer insight into the customer base. 
M&S Apps also shows the customer activity of collected data, its performance, security, and some personal information, including the reports of transactions via monitor or paperwork [receipts] detailed reports, summary reports, and understanding of customer behaviour, increasing company visibility to customers adding a better customer experience to increase productivity and profits. 
	· Unlimited customer utility
· Huge savings on advertising  
· Helps boost return on investments
· Used for marketing
· Help build a stronger rapport with the customer by asking for feedback and suggestions.
	· special offers/ discounts 
· maintain customer base
· Increase customers
· How many items sold
· Push notifications (pop ups)
· Access portal 




The M&S app benefits the company and the customers by going beyond the usual customer service by providing the following:
Steve Butterworth (2022) claims “We’ve helped M&S to develop an app that records when M&S colleagues reduce food that’s close to its Use-By or Best Before date, and then monitors if those products are sold at the tills.” The M&S app collects data to help staff gain the correct information and knowledge to improve customer service within the company, allowing customers a quicker service without the need to surf the Internet for their services, improving custom experience and saving time, which in turn leads to customer satisfaction and loyalty. The M&S app can also encourage customers to introduce a friend or family member, increasing sales.
Question 3.
In what way does the IS/IT systems issued 
by M&S help them to achieve a competitive advantage?
Michael Porter first published Porters Five Forces Framework Model back in 1979, using this highly respected strategic business tool helped compare competitive advantages by analysing, evaluating, and assessing the competitive environment 
of the M&S Apps against rivalry companies. Grundy (2006) stated “Michael Porter's five competitive forces model has been a most influential model within business schools”                                 
Porters Five Forces Model
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Elements of Industry Structure (2020)

Porter's Five Forces Framework Model
Rivalry amongst existing competitors
Marks and Spencer are not deterred by the number of competitors in the retail market, as they have a numberless account of loyal customers based in the UK and several other countries, 
Brand loyalty: using the best available quality, combined with the highest standards, their brand is constantly in demand. 
Different competitors: Marks & Spencer competitors include Tesco Corporation, PACCAR, Propeller Industries, MS Global Inc and Phoenix Technology Services. Marks & Spencer ranks 2nd in CEO Score on Comparably vs its competitors. M&S (2022)
Quality difference: M&S offers value for money on all their products, even so with the cost of living, energy prices and petrol have skyrocketed above more than 50% increase, and still rising, people will find cheaper alternatives in order to save money and survive.
Switching costs: there are number various alternatives on the market which are available to customers to choose from, with no extra cost to switch.
Bargaining power of suppliers
M&S source their products and materials from many different countries including Vietnam, Cambodia, India, Bangladesh, and China. The bargaining power of suppliers within M&S is unique as the materials and products are not purchased has finished products, permitting the company to manufacturer their own goods. 
M&S have huge scale orders allowing the company to be more in control and have a more hierarchy approach over suppliers, insisting on high standers and commitment to the company cancelling the need to move from one supplier to another as they have so many, leaves suppliers with little bargaining power on products. 
Despite this M&S’s have a positive relationship with their suppliers and have a successful comprehensive system in place, including offering their suppliers M&S training and development opportunities through E-learning on how they do business.
M&S (2022) states “We’re committed to working with our suppliers to help them develop the necessary skills and competencies to meet our requirements by offering a range of training and development opportunities.” 
M&S also make public information on where row materials and direct suppliers are located. Copy the link https://interactivemap.marksandspencer.com/ which leads to a inter active map produced by M&S in 2016 for customers, showing the many countries around the world where their products are made and sourced, including raw materials which can also be accessed through the M&S App.

Threat of substitute products
Marks and Spencer are one of the top providers in quality products and command the best for their customers, having established their brand, the company invested heavily over the years against the threat of substitute products on the market 
Other retailers will try or have tried to duplicate M&S designs, loyal customers feel safe in the idea of buying from a reputable company who can provide product information and details of suppliers, this incudes;
· Food range, clothing, and homeware etc
· Buyers attitude to substitute products
· switching costs
· Relative price performance of substitute products
· Plagiarism
Competition in the marketplace between Marks and Spencer, Waitrose and Aldi being the top suppliers in the food department on price and quality, even with the cost of living being high, where every penny counts Marks and Spencer were at the top on price and quality. Shoppers were fulsome in their praise for M&S too, describing the food as “fantastic” and “the best you can get”. Fitzsimons (2022)
Bargaining power of buyers
Marks and Spencer brand values have always stayed the same over the years meeting expectations and creating a bond with the customers, however, the customer has the ability to force the M&S to lower the price of goods and their services, this can also depend on how big the company is and its customer base. Customers are constantly demanding lower prices and value for money or change to a cheaper vendor.

Threat of new entrants
There is always a threat when a new company or brand enter the market, especially if they have a large amount of capital and advance technology. This could lower cost and margins for M&S, encouraging price wars and enticing away loyal customers.
New technology changes the business markets frequently allowing customers to have more control over how, when and where they can buy their products. e.g., through apps etc. Tata (2022) claim “M&S will transition to a new Technology Operating Model that will help it align itself with rapid technology innovation to meet fast changing business priorities.” 
M&S have had to improve on technology in order to keep up with the current customer trends, also engaging with customers via the M&S app.
Question 4.
Explain what the challenges are for M&S in implementing a new enterprise resource planning (ERP) System?
Implementing the correct enterprise resource planning system (ERP) can be quite a challenge for any company, as having the appropriate information system is an essential part of the business. 
There are a number of challenges an M&S app could face, includes an Inefficient or incorrect information systems which would affect communication between the staff and customers, inciting major issues within the company, affecting profits and customer loyalty. Untrained staff and lack of support in using the system can lead to serious errors, quality issues and repeated mistakes.
Other challenges which can affect the new M&S ERP system also include
· Losing data e.g., cloud systems, app unavailable/not working.
· Not keeping up with the system maintenance.
· Data security: unprotected customer data allow easy visibility.
· Cyber criminals: opportunist waiting for an opening to steal customers information. 
How to overcome these challenges would involve being able to recognise problems and filtering out any weakness and redundancies throughout the system.
When implementing a new enterprise resource planning (ERP) System gain complete direction and guidance from the software company provider throughout the process. Identifying the challenges sooner rather later could prevent serious delays and save the company from loss of essential profits.
Having a full time IT worker on standby to correct the system, can help improve or reduce costs.
Incorporating staff training is a must with a new system to help employees understand the program, in turn, helping to improve the service and communication among employees’ and customers. 
Communicating between each department help better relationships between the managers and staff, which reduces errors and blame
Reporting faults immediately, and planning for possible future errors is always in the company's best interest.




Question 5.
Prepare a plan including the steps M&S 
should take to implement a new ERP system.
ERP Systems are used help monitor and manage the functioning and activities of a company, generating data privacy and have a good strong firewall against security invasion, at the same time be adaptable to change within the business. 
The appropriate steps to implement a new M&S Enterprise Resource Planning system is as stated below.
Incorporate a plan of action 
Proper planning will help finalise the objectives and ensure management will help prepare staff for the changes to come.
Determine the best system required for the M&S
Research ERP vendors portfolio's, experiences, and past clients.
Determine what benefits the new system will bring to M&S once implemented.
Estimate cost of implementations
Prices can very depend on the size of the business and based on the number of users.
Hire experts for advice on ERP system
ERP systems are an expensive commodity. In order to see a return on your investment, expert advice and support is a necessity to understand the different platforms involved and how to use them help the company grow. It is also imperative to choose the right Enterprise Resource Planning systems as failing to select the right ERP system will cost the company, cause possible financial ruin, lawsuits, disappointed customer base, and a loss of clients.
Determine the correct leader for each department 
Make sure project leaders are the correct person for the position.
Incorporate training for staff
Adequate training for employee to familiarise themselves with the software, incorporate full use of available business management tools. The Institute of Customer Service has announced that Marks & Spencer has successfully achieved the Institute's TrainingMark accreditation for its customer service training programmes. M&S (2012)
Organise system launch
Helps to testing the system and determine any technical problems which may occur, this will address issues before hand but will not completely solve any glitches until put through to customers which will provide feedback.

Conclusion
Taking into consideration all that was mentioned previously, the conclusion of this report shows the relevance and the importance of using information systems, and why it is needed in businesses today.
The M&S Enterprise Resource Planning system helped to monitor and manage the functioning of activities in different departments within their matrix system, connecting to multiple apps, allowing M&S to communicate with customers directly helping to secure customers privacy and personal data. Incorporating the Porters Five Forces model help to give a deeper insight into how to help improve and evaluate the system, highlighting various factors, internally and externally. 
The Enterprise Resource Planning system is an asset to the company helping improve the service and communication among employees’ and customers, also, building better relationships between the managers and staff, which reduces errors and blame. It is clear to see the benefits of investing in an Enterprise Resource Planning system within the M&S Retail company.
Failing to select the right ERP system and the lack staff training would be the major issue with the ERP system as the positive far outweighs the negative once the system is operating correctly. 
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