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Introduction 

This report has been requested by The CEO of Marks and Spencer and they requested the marketing research department to investigate the customer management relationship whilst considering the different aspects of ethics, sustainability, quality and segmentation. The purpose of this report is examine and evaluate the success of Marks and Spencer and their customer relationship management and their strategies. Marks and Spencer has also faced tremendous challenges as a result of the Coronavirus Pandemic.
A big factor of Customer Relationship Marketing is ensuring that you build a strong sense of trust and respect between the business and most importantly the stakeholder and the customer. The aims are to increase sales whilst retaining customers instead of constantly penetrating the same market over and over again. According to a recent survey which was conducted and commissioned by the marketing agency Barber Smith, M&S continues to be Britain’s most trusted retailer and has a very good reputation. 






















Findings 

Marks and Spencer was established in 1884 as a stall in an open market in Leeds. Marks and Spencer is a British company. They are one of the biggest British retail clothing and food companies. They have headquarters in London. As outlined above Marks and Spencer’s was a stall in an open market and this is how it started. The went onto open more market stalls across North London however in 1988 it was taken over, and they had 300 outlets in the United Kingdom, there are other stores in places like Hong Kong, Germany, France and Spain. However, in the United Kingdom there are over 700 stores nationwide. 
Marks and Spencer is an international business, they are known for their quality. It sells products and services all around the world. Marks and Spencer sell quality food, clothing and homeware which the majority are Marks and Spencer’s own brand. M&S is driven by profit meaning that their sales cover most of their running costs, and they need money in order to operate. Marks and Spencer’s also offers financial services to customers, such as personal loans, banking, life investments, life insurance policies and credit cards. Their main stakeholders are their suppliers, customers and employees.
Marks and Spencer’s chairman is Steve Rowe. They have 78,000 staff members which have worked tirelessly during the coronavirus pandemic however as they have been selling essential items such as food and clothing they have been able to remain open it has seen their food sales go up by 2.1%. including an estimated 0.3% benefit from the effects of Covid-19 in March. Operating profit before adjusting items increased 11.2%. Although, following M&S having a very challenging start to the year, they made up for lost time through the second half of the year taking decisive action to trade the ranges through shorter clearance periods and improving availability. For the 8 weeks ended 22 February UK Clothing & Home like-for-like revenue increased 0.3%, driven by stronger trends at M&S.com, up until the beginning of the crisis. M&S are trying to learn from the pandemic to ensure that they are able to stay running and ensure that they are transformed and changed for good. (Marks and Spencer 2021). The profit of food sales increased however a loss was made on clothing and homeware.












CRM Benefits and disadvantages of a CRM system

CRM stands for Customer Relationship Management. It is a way for businesses to manage interactions with their customers and potential customers. It helps organisations build customer relationships and streamline different processes so that sales can be increased, and customer service can be improved and most importantly increase profitability. 
With everything there are advantages and disadvantages to things. The advantages of a business having a customer relationship management system is that the organisation can keep track of customer data and the basis for deep insights, organisations can offer rewards and services to their most loyal customers, and find way to bring in new customers. It increases staff productivity which in turn lowers time cost. It also improves the customers experience by allowing personalisation. It also allows for more effective sales and marketing and huge amounts of data relies heavily upon customer interactions and it allows the organisation to build a clear picture of customers, their wants and needs. Having a CRM system can improve customer loyalty through exceptional experience, a good business has excellent customer service, and being able to quickly address queries and problems is important. A CRM system helps speed up processes and enables employees deal with more queries and generally improve customer experience. An investment in a good CRM system is an immense investment in customer loyalty. 
Disadvantages to a CRM system are if staff rely to heavily upon a CRM software it can sometimes reduce staff flexibility when dealing with customers queries. They can then sometimes become helpless in the face of questions from clients where the information is not entered onto the system. This has obvious implications for the customer experience and clients may become frustrated and taking their business to a different competitor. When keeping a large amount of data in one place it is associated with risks, and with there being strong regulations around data, for example GDPR 2018 it brings serious and severe penalties in the event of a security breach. When it comes to a CRM software it is vital that the security processes are put in place to protect the customers data and information. 
Marks and Spencer announced the appointment of a data science company which will help with their ongoing programme of change under Marks and Spencer’s 5 year transformation plans. The purpose of the partnership is to help enhance customer understanding and insight. It will allow M&S to personalise the M&S loyalty and CRM programmes which includes the M&S Sparks Card. Currently, M&S has over 6 million members which is a key tool to customer insight and engagement. Starcount who were appointed to help follows a Marketing Team restructure last month to ensure that the team is more closely aligned to the strategic priorities of the business. Marketing and customer engagement play a significant part in M&S’ transformation ensuring it is faster, more commercial and acutely focused on their customers. 
Marks and Spencer ensure that they engage with their customers and make changes where necessary so that customers can enjoy the “journey”. Colleagues at M&S ensure that they play a part in the customer journey where they ensure that they assist customers and they acknowledge and understand how they can make the experience better and each colleague ensures that they make M&S special. M&S try to ensure that they have a personal M&S style, they try to make sure that customers feel treated on a personal level, and ensure that they get a top service. M&S offer a bra fitting service which is personal to customers, they have staff which can assist with back to school purchases, or they can assist with helping customers order a personalised wedding cake. They try to ensure that they whole journey for the customer is catered for them and staff try to ensure that it goes smoothly as possible. M&S have a Sparks Card which is a loyalty scheme this was rolled out in 2015 – one of the biggest selling points of the Sparks Card is that one lucky customer gets the chance to have their shopping for free. When the sparks card is swiped they might be chosen to have their shopping for free, however if customers do not get their shopping for free customers get special offers and treats based on their specific purchases so this makes it personal to the shopper. M&S try to understand their customers better and want to offer more personalised deals to each individual customers. M&S was once known as the shop where older people would shop, but now the customers are getting younger and younger. M&S sell clothes for younger adults, and children. 


Ethics 
“At its simplest, ethics is a system of moral principles. They affect how people make decisions and lead their lives. Ethics is concerned with what is good for individuals and society and is also described as moral philosophy”. (www.bbc.co.uk/ethics/introduction.2021).
Businesses are increasingly getting judged more on the contribution that they make to society, whether they are behaving ethically without harming the environment. It is an important part of the corporate and social responsibility. (BBC bitesize 2021).
Ethics are about having a certain standard of behaviour and “doing the right thing”. An ethical business will act accordingly and ensure that they act in a socially responsible way and doing what it right even if it does not fit in with what it required by legislation. Ethics are not laws, and businesses stand by their ethics regardless whether it can impact their profits. A good way to establish whether an organisation is ethical is to assess how they trat their stakeholders which are their customers, suppliers and their workers. Treating workers ethically is ensuring that they are paid a fair and reasonable wage, whether good working conditions are offered such as offering toilets, a place to eat their food, etc. and  ensuring that they are flexible towards their workers because a large number of staff will have other commitments such as family responsibilities, maybe education responsibilities which effect their job. Another way to establish whether a business is ethical is to see how they treat their suppliers ethically so for example, ensuring that they are paying fair prices and not trying to undercut the supplier. Ensuring that they have reasonable expectations, such as making sure that they understand that sometimes things can happen, and maybe a delivery might not arrive on time, ensuring that they pay their bills on time. Also, another way is to see how organisations treat their customers and whether they treat them ethically. For example, exceeding the customers expectation and putting their customers at the heart of everything that they do. This can be offering outstanding customer service, quality products and services and ensuring that their customers always feel valued and appreciated. Another way is making sure that they only provide what the customer needs so for example, ensuring that the business thinks about what the customer needs, and meets that rather than selling extra products that they customer might not want or need just to meet certain targets or expectations within the organisation. They should also make sure that they are giving the customer clear and accurate product and service information so that customers can make sure they are making informed decisions about the products and services that are offered to them. 
There are a number of reasons why an organisation should be ethical and there a number of businesses which do not act ethically and ones which do not are more likely to receive poor publicity and have a bad reputation. There are still a number of retailers out there which buy from suppliers that use child labour to produce goods. Businesses that ensure that they are behaving ethically are likely to attract customers and receive an increase in sales. Businesses that have signed up to the ethical trading initiative can show they have taken steps to address the use of child labour in their production. Another one is the little bunny, this shows that businesses and organisations do not test on animals which in this day and age a lot of people disagree with testing on animals strongly. Sometimes when a business is being ethical some of their costs can be a little bit higher and sourcing products from ethically sourced suppliers can often be more expensive to buy. However, some businesses believe that doing the right thing outweighs the cost as there are customers who want to support businesses that behave in a socially responsible way and this can help establish a positive reputation and increase sales leading to higher profits. 
Marks and Spencer are committed to their core values of inspiration they aim to excite and inspire their customers, innovation they are restless in their aim to improve things for their customers for the better, integrity they always strive to try and do the right thing, being in touch they try to listen actively and thoughtfully. They are they key ways in which M&S work. They interact with their customers, suppliers and colleagues across the business and ensure that they underpin the promise of “enhancing lives every day”. M&S codes of ethics and behaviours outlines the standards and behaviour that help shape and strengthen their culture. M&S ensure that their colleagues are expected to upload their high standards, wherever in the world the conduct business and they must ensure that honesty and integrity is maintained. M&S try to ensure that the create a supportive environment which customers feel able to raise concerns as well as staff. 
For over twenty years M&S has ensured that their Global Sourcing Principles have been the foundation for how they work. They make sure that they work with all their suppliers around the world in relation to human rights, and decent working conditions every clothing factory they work with is independently audited at least once a year to ensure they respect M&S principles and treat employees fairly as they and their customers would expect. Their priority is to ensure their suppliers pay a fair wage to workers and they have zero tolerance on issues such as modern slavery, child labour, discrimination and harassment. (Marks and Spencer 2021).
The advantage to having good ethical policies in an organisation is that it boosts the company’s reputation and sales. Also, ethically run organisations are less open to misconduct and disaster. 
Looking at Carol and Friedman’s model, Friedman believed that the corporate leader was a representation of the investors. Archie Carroll believed the objective of a business cannot just profit maximisation; unlike Friedman whose principle is that profits are the only objective of an organisation. (Wheelen and hunger,2010).

Sustainability 

Sustainability is an approach to economic growth and development which takes account of the social and environmental consequences.” (Worthington & Britton, 2003 p23).
Sustainability is a broad discipline, it gives insight into most aspects of the human world from business to technology to environment and the social sciences. The definition of “sustainability” is the study of how natural systems function, remain diverse and produce everything it needs for the ecology to remain in balance. It also acknowledges that human civilisation takes resources to sustain our modern way of life. There are countless examples throughout human history where a civilisation has damaged its own environment and seriously affected its own survival chances. Sustainability takes into account how we might live in harmony with the natural world around us, protecting it from damage and destruction. (Environmentalscience.org). 
Advantages of sustainability 
Over the past two decades sustainability has become more than just a “fad” and research has shown that sustainability has a lot of real business benefits. Some of the major advantages of practicing sustainability is that it helps improve the brand image of an organisation and that if a company considers its impact on the environment it considers where good and services are purchased, and customers are more likely to purchase from companies that practice sustainable habits. People like to be associated with organisations that are positive on environmental protection especially the younger generations, and they do not want to be linked to scandals which have been implicated into ecological disasters, if organisations can show their respectful of the environment and employees it will attract the right people who they want to employ. By reducing waste this is the easiest and most simplest way to engage in sustainable practices. Such as recycling, changing the different lightbulbs, use less raw materials. 
Disadvantages to sustainability 
The main disadvantage for businesses being sustainable is that going green can be rather costly. Larger businesses and organisations find it harder to go green than smaller businesses do. Organisations with sustainability can push up the price of products. The switch to environmentally friendly materials can lead to higher costs in the production process. There are cheaper ways to go green, such as going paperless, turn off appliances at the walls, swap out light bulbs, encourage customers to use reusable products where possible. 

Ethical and Sustainability policies and practices at Marks and Spencer
Marks and Spencer are know to be one of the UK’s most largest iconic hight street features for over 100 years. The brand caters to a diverse audience providing plus size clothing, maternity clothing, children clothing, petite ranges, food, gift cards etc there is a product there for almost everyone. Marks and Spencer launched a report about “Plan A” which is to ensure that they affirm their commitment to global and social environmental issues. M&S really try to measure up ethically with their commitment to animals, planets and their workers. 
Marks and Spencer are committed to the environment, they ensure that they provide a high quality and long lasting product. Their products are sustainable and sustainable brands lead the fashion industry. M&S use materials that are eco friendly such as recycled nylon, recycled polyester and organic cotton. M&S also offer a recycling programme to their customers. M&S set a goal to ensure that the eliminate all hazardous chemicals from production by 2020. M&S see’s plastic as a very last resort and have made a commitment to not use plastic and replace it with environmentally friendly alternatives where they can. 
In terms of labour rating M&S received a “good”. M&S are certified by SEDEX Members Ethical Trade Audit and they look at universal human rights in businesses and practices and huge global supply chains. M&s are on a mission to be the leader in the abolishing modern slavery, human trafficking, and all forms of discrimination. 
When it comes down to animals M&S are still using leather, cashmere and they are not very transparent about their sources, they do however comply with the reasonable wool standard with their use of wool. 
M&S are extremely committed to delivering sustainable value to its shareholders, and this is why Plan A was launched in 2007 it was designed to underpin M&S unique business model and equip them for the future as there is a huge social change.
Marks and Spencer is one of the first eco stores and it is declared that M&S’ plan A shows evidence of very strong and economical success.  However, other organisations like Tesco received a poor rating from ethical consumers, one of Tesco’s suppliers were caught using slave labour after a three year police investigation. Also, Tesco were supplied by farms where gang controlled men and women worked they claimed however that they did not know that the workers were being expolieted. However, M&S ensure they carry out yearly audits to ensure that their suppliers and workers are being treated fairly. Tesco now sell fair-trade products which means that the goods have been produced fairly and appropriately this has helped to improve Tesco’s image slightly. In 2019 Tesco received the worst rating from Ethical Consumers for its policy on the use of toxic chemicals in its electronic products. Tesco pledge for a zero discharge or hazardous chemicals by 2020 but it did not include electronics. According to ethical consumer, Tesco is not classed as Ethical Consumer Best Buy. 
Quality 
Ensuring quality means making sure that products are made to a minimum standard or better. Good customer service is valuable and can lead to increased sales. (BBC Bitesize) 
Quality is about being able to meet the minimum standard required to satisfy customer needs. High quality pridcuts meets the standards set by customer, for example, a high quality washing up liquid can claim that one squirt is sufficient enough to clean a whole families dirty dishes after a meal, however a poor quality washing up liquid requires several or more squirts to clean a families plates after a meal. In many industries a quality standard is laid down by independent organisations such as the British Standards Institution (BSI). Firms benefit by adjusting the way they work to meet these standards. Businesses hope that the cost of improving quality will be more than covered by extra sales. (BBC Bitesize 2021).
Businesses need to ensure that there products are top quality and good for sale. They need to ensure quality and that it meets a certain standard. Producing fault good incurs repair costs, damages, and doesn’t give the firm a very good reputation. 
QMS linked in Europe to ISO standards (International Organisation for Standardisation). This system records evidence that the product/organisation is meeting these standards. There are 7 quality management principles that guide the International Organisation for Standardisation (ISO). They are customer focus, leadership, engagement of people, process approach, improvement, evidence-based decision making and relationship management. 
Quality management is the act of overseeing all activities and tasks needed to maintain a desired level of excellence (Investopedia). Quality control is where finished products are checked by inspectors to see if they meet the standards that are set. Quality assurance is where quality is built into the production process. All staff must check all items at all stages of the production process and by doing this it identifies any faults and everyone can take responsibility and ensure that they are delivering a quality standard. Successful quality assurance results in zero defect production. 
Total quality management is a quality improvement which are customer based and service orientated. TQM was initially developed in Japan and then it spread in popularity. There are several different theories at work that guide Total quality management theories. 
Edward Deming model
Deming’s theory of extreme knowledge is a management philosophy grounded in systems theory. It rests upon fourteen points of management that he identified. However Deming’s system of profound knowledge consist of the following four points. System appreciation which is an understanding of the way that the company processes systems and work. Variation knowledge which is an understating of the variation occurring and the cause of this. Knowledge theory it is an understanding of what can be known and psychology knowledge which is the understanding of human nature. 
“A system cannot understand itself Deming believed profound knowledge generally comes from outside the system and is only useful if it is invited and received with an eagerness to learn and improve. without help from outside the system, because prior experiences will bias objectivity, preventing critical analysis of the organization”. (Medium.com.).
The EFQM model is a structed management system that is used for achieving totally quality management. It is a framework which allows organisation to determine their current level of excellence and how and where they need to improve their efforts. 
Marks and Spencer undertakes quality control by ensuring that they improve things for the better. They work closely with their suppliers in order to develop high quality and innovative products that are only available at M&S. They ensure that they are thorough with their quality management systems that they have developed closely with their suppliers, they operate on a precautionary principle and are  supported by a range of on-site audits and product testing. M&S make sure that their suppliers meet a range of quality, safety and environmental standards. Also since 2012 M&S have been a member of the sustainable clothing action plan (SCAP). SCAP is a UK based initiative with a mission to reduce the use of resources across the clothing industry. 
Segmentation  

Marks and Spencer target market is family age customers as they are a family of businesses which supply food, clothing & home, M&S bank and energy services. M&S was always known and recognised for being a retailer for middle aged shoppers, but it took a step to diversify its target market and launched over 150 different pieces of clothing and accessories. They also launched a new athletic brand called “goodmove”. Since this new brand was launched they have reached up to 8 million people a week. M&S marketing mix widely covers items for all age groups may it be men, women and kids. They also offer home and furniture, food and wine, flowers and gift items, and they mainly sell its in house brand rather than international brands. 
The loyalty ladder is a relationship between a marketing concept that sees customers move through the relationship levels, and it starts from the bottom which are prospects, then customer, client, support and advocate. A prospect is a likely future purchaser, a customer is a first time purchaser, a client is a repeat purchaser, a supporter will try new products, and an advocate is a brand champion and as you go up the ladder the loyalty increases. M&S ensure that they are loyal to their customers by giving them the best quality items, and they have the Sparks cards which has so many rewards for customers, which in turn helps them become loyal and repeat purchasers. 
A survey was conducted by Fits.me where over 2,000 UK adults were asked to identify up to three clothing brands or retailers which they consider themselves loyal to. There were 10 altogether that made the list however, M&S ranked at number one. M&S are always listening to their customers and are willing to make changes and improvements which shows they have an outstanding customer relationship. 

Conclusion 
After completing researching and compiling evidence in order to conduct this report Marks and Spencer’s are one of the biggest high street brands which have an outstanding relationship with their customers, they also have a good rewards scheme for customers, they are always listening and finding ways that they can improve they have launched plans and schemes to make sure that they have been able to mee their customers needs, ensure that they are an ethical and sustainable company and that their products are always a top quality and ensure that they have the best quality management checks. Marks and Spencer’s have won awards and have good ratings for how ethical and sustainable they are. They beat some of the big brands like Tesco’s and Asda. They have faced one of the biggest challenges and that is the COVID-19 Pandemic and it has effected M&S in some ways as they have seen a loss on clothing purchases, and home purchases however but they did have a very high increase in food sales. However they have had to adjust and implement new rules and find ways to adjust to a new way of working, and health and safety measures to protect staff and customers during what has been a difficult time for everyone in the world. But Marks and Spencer’s seem to have adjusted well, and they have vowed never to be the same again, but better since the COVID-19 pandemic. Therefore, in conclusion, M&S have a very good customer relationship, they are ethical, sustainable, and have a good way of working. They are loyal to all of their shareholders. 
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