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John Lewis to extend online shopping empire via thousands of corner stores 

Introduction:
We all tend to leave our Christmas shopping because of a lack of time or a busy schedule. Online shopping has become the people shortcut to achieve their shopping. Online shopping can save you time and energy especially in busy time like Christmas or New Year. The world has because stressful that people tend to maximize their spare time and lower their effort spent on shopping since the internet has become another way of getting things done without hassle. But how customer are expecting an smooth and efficient way to get their parcel delivered on time and what are the expectations of customers from businesses. What businesses can do to increase their profit and achieve at the same time a huge customer satisfaction? 
Those are the questions we will try to answer, taking the case of John Lewis online shopping and delivery method available to their customers.

1. What are the advantages and disadvantages of John Lewis Corners shop? 
There are many places to buy a bra and pants set and avoid the crowd of the shopping centres. The online shopping is one of them. Costumers are not buying and collecting their item at the same time. Time frames are given to the customer to collect their parcel. We are not merely collecting our items already purchased on the internet but expecting that that item will be delivered on time. John Lewis has made it affordable for its customers by allowing a home delivery or a pick or collection of the customer item from a corner shop close to the customer’s house. We become then one of the millions of customers who have adhere to the click and collect philosophy that is nowadays very known to everyone. It is a terrible industry buzz, holding at the same time the future of Buying and Selling. Nowadays, customers are avoiding the crowd of the shopping centres, high streets and shops by adhering to the new and efficient methods of getting the product or service we demand.
The concept of this new method of getting our product simply works in that way: We buy something from John Lewis. Rather than waiting for the post man to turn up three or four days later, we go to our nearest corner shop and collect the product that is already paid online. 
The advantages for both John Lewis and the customers are multiple. John Lewis last year report clearly shows that the Click and Collect method adopted by the company is becoming more and more the success and the future of the company because it generate more than 41% of their profit. 
However, online shopping was initially brought up to revolutionise the way we buy our product and service. Our room or office would be the new shopping centre or retail park where we can find out anything we need. Public transport and car will be abandoned, and our life will become happier and easier. However, the delivery company such as Royal mail, FedEx and other like UPS can no longer keep up with the costumers’ excuses such as “ Sorry, I was at work, I missed my parcel”. The expenses for that delivery company have become more and more unaffordable as they cannot attempt other delivery and face the same response. The cost of paying the delivery man and the fuel expenses become a loss for the delivery company. 
A report shows that in 2017, during the Christmas period, more that 220,000 parcels failed to be delivered every day because of the customer are not at home. Another report showed that more than 60% of people shopping online had problems to receive their parcels. Therefore the Click and Collect method become the easier and more profitable in term of cost for John Lewis. Therefore the reason why the Click and Collect took over during the Christmas period were that it solved the problem faced by John Lewis and it saved that extra mile that the company had to do to get the parcel delivered to the customers. Customers don’t like waiting too long for their parcels to be delivered \and many people are happy to collect their parcels themselves from the nearest corner shop. That extra mile was transferred from John Lewis to the customer and even for an extra cost. 
It sound illogic that most of the customers would actually prefer to buy their product online and avoid that extra cost that could occur when they go to the shopping centers or a shop, and save that time and energy for an extra cost and pay to collect their items in the nearest corner shop. There are so many advantages for the customers in that case as the customer will be able to get their product on time, save energy for themselves and use that time to do something else even if the collection of their product will cost them and extra penny. 
However for the John Lewis it become more profitable to adopt that method of delivery as the company will save extra money to pay t5he delivery man or company to deliver a parcel but also John Lewis get that extra penny that the customer is willing to pay to receive their item on time. In this case, which of this delivery method is more profitable for John Lewis, the home delivery or the corner shop delivery? Of course to get that extra money from the customer who is unsure that the product will be available in store and save that extra mile for the company become a huge marketing strategy the John Lewis sees as the future of the online shopping. 
The idea of the corner shop collection has been there but has become a boom in recent month. John Lewis report of 2017 shows a good profit of more than 11.2 per cent resulting from the Click and Collect while the trade in shops fell slightly. John Lewis and Next the nation second largest retailer have seen their profits rise because they were the first companies in the UK that have adopted the Click and Collect method while Mark Spencer which has only adopted that method recently have had a less sparkling profit. 
It make sense that the customer can remain at work and pop round in the corner shop such as Waitrose and collect their item. It add an extra profit for its sister Waitrose which have more than 300 stores as that customer will be more willing to buy a box of cigarettes, a bottle of Champaign or a bag of potatoes at Waitrose and collect their product. 
Other advantage that the Click and Collect provide is that the customer can return item anytime they want if they don’t like the product. For many customers, it is a matter of click, collect, try and return if they don’t like it. 


The disadvantages of the Click and Collect are many. In fact, the customer cannot collect their product the day they place their order, they have to wait at least 24 hours for their items to be shipped and deliver to the nearest corner shop. Moreover, the time to queue up to collect the product is too long at times, leaving the customer unhappy of their purchase. It happen the merchant are not happy of seeing their shops being flooded by collectors, leaving the cons of online shopping as both the customer and the corner shop can become unhappy of the service they are receiving from John Lewis. 

2. Keys information
John Lewis Partnership plc. Is a unique brand and company among those largest retailers in Britain that is run for its employees as the employees are the major shareholders? That is the main reason that the company is spending on publicity more than any other company in the UK. It is even more surprising that the company publicity is so large and successful the last few years. The company original business was mainly department stores, with 26 stores around the UK and half of them had the name John Lewis and the other half were a variety of local stores which will be later concerted to John Lewis name. The rest of their branches were mainly supermarket, around 136 supermarket trading under the name of Waitrose. Nowadays, those stores generate more than £4 Billion that only shows the effectiveness and efficiency of John Lewis’s Board. The company also includes few factories farms which supply the entire main product sold by John Lewis, bringing an extra profit to the company as they don’t have to rely on other supplier to provide clothing and furniture’s. The company is also involved in e-commerce and mail-order adding an extra profit to the company.

3. Primary data
The3 landscape of the retail industry is currently changing pushing John Lewis to perform better and better to stay competitive in the market. In recent years, its Gross sales were up to 4% to £4.7 Billion leaving its competitors a growth of 2.7%. Its profit came from its operating product, bringing an extraordinary items and partnership a profit of £243.2 Millions, which is lower than last year with a profit lower of 2.8%. John Lewis has invested in their supply chain more this year than previous year to support a larger and more convenient multi-channel business. That investment allows John Lewis to strengthen their performance and getting an extra profit of 3.8%|f4rom Partnership and the sale of its exceptional items. However, the exceptional items’ sale was down to £243 Million because the company concentrated their effort to the customer service and building business which allow its customers to spend through both online and shopping and high street stores. That amount of money spent on the development of the new business with corner shop played a major role as it brought a slight drop on its exceptional items sale. However, by focusing on its customer base and the customer satisfaction, the company was able to increase its net Profit of more than £4 Billion and its customer base by 2.7% this year to 12.1 Million. John Lewis has invested also in their in-house design capability to increase their own brand fashion and home credentials. John Lewis opened the brand Smart Home areas in many shops allowing them to have an increase of 16.7% of their Smart Home brand and Electronic items. They brought up new items such Dyson Supersonic Hairdryer and an exclusive Oculus Rift only available in their high street stores. £3.8% of that increase came from its own luxury brand Design Project range, available online and in store, directing the customer to both method of purchase. John Lewis has invested more than £9.8 Millions in their beauty sales, bringing an increase of more than 6.7% compare to last year. The quality and the credentials of its product were one of the major factors of the increase of their profits. 
The company exclusive collaboration with few external brands played as well a major role as their entire products were available on their platform. John Lewis platform were updated as the customers could find out all the product they needed through the App, laptop, desktop and any other terminal the customer would use to make a purchase. The total online sale were up to 16, 3% this year. Shop to date and Beauty Spa were also added to two new stores opened in Chelmsford and Leeds. The company invested a significant amount of money this year to develop their Omni channel strategy and increasing its customer satisfaction. 
By increasing its stocks over 280.000 products available in 43 shops nationwide, the company have obtained a customer satisfaction never matched in the retail industry. The company has developed its customer satisfaction by increasing their home advice service and their variety of unknown product available in all stores. Other services were also made available such as the online telephone where the customers were able to request a call from a customer service adviser. The online booking brought a growth of 50% of customer satisfaction and added a non-estimable growth of their profit. 

4. Secondary data
John Lewis business world is compared nowadays to Stephen Fry eloquent English, loved by everyone and “infallible in the eyes of almost everyone”. In fact, this year the company won the Which Best Online Retailer and was voted Britain’s Favorite Retailer. The company has an average of 91 second adverts making them the most popular advert of all time. The word of mouth of John Lewis advert become the nation favorite talking point and expected by everyone, every year reaffirming its place in the business market as a love-brand. John Lewis advert created TV channel and newspaper to talk about them every day and even documentary made by the BBC2 called Inside John Lewis demonstrated the quality and the exceptional strategy adopted by the company to increase its customer satisfaction and in the meantime its profit. The company provides a customer service that constantly “outshines its competitors”.


Conclusion:
The greatest innovation of John Lewis Click and Collect is to sign up many contracts with major retailers and corner shops allowing more than 5.000 corner shops to get in return a small fee, allowing them to become a collection points. John Lewis has turned the town itself to a major market where you can buy a pant, bra, watch… from any corner shop at the end of the road. The usual corner shop that was initially open to sell a bag of crisp or sweet has become a Pay point terminals and even more a department of major retailers such as John Lewis. Collection of a TV or bag can be done now from seven in the morning to midnight, and even longer because many of them are open 27/7 for collection. All the customer has to do is to show a text message or email that shows the confirmation of your purchase and collect your item anytime you want. 
By increasing their customer satisfaction, the company had become the UK leading company in the retail industry, and strategy used to increase their customer satisfaction make even more difficult for its competitor to keep up. 
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