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Executive Summary
The purpose of this report is to investigate and identify the problems that are currently affecting Crm at Marks and spencers. This report has been requested due to issues arising around Ethics, sustainability, quality and segmentation of customers and the impact of Crm. 
This report concludes that Marks and spencers could increase on touch point data collection and the overall engagement. This report identifies areas of weakness and provides recommendations on what Marks and spencers can do more best to improve on things to make the organisation better.

This report also clarifies the Benefits and also the disadvantages of the Crm system for Marks and spencers and Marks and spencers touch points. Although there is room for Marks to have some room for improvement 
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1.0 Introduction
This report was requested by the CEO of Marks and Spencer. The report was compiled by Carly North Marketing Director and the date of submission was 19thth March 2021. 
The purpose of this report was to examine and evaluate the success of CRM within Marks and Spencers. This report has been requested due to issues arising around Ethics, sustainability, quality and segmentation of customers and the impact of Crm. 
The brief outline of problems that Marks and Spencers face are the greater competition as the internet has made it easier for customers to shop around and those who like to compare prices with other retailers. (Guardian, 23rd May 2018).
The following research methods undertaken, the secondary research method was used to compile this report such as textbooks, academic journals, and some sites were used to research and gather information to compile this report.
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2.0 Main findings
2.1 organisation background
Marks and Spencers is a leading British retailer that brings quality, great value food, clothing, and homeware to millions of customers around the world. Marks and spencers traces its history back to 1884 when Michael Marks who was a Russian Born polish refugee, set up his own stall that was situated in Leeds Kirkgate Market. Thomas Spencer joined him in 1894 to create Marks and Spencers. (Guardian, 2008).
Marks and Spencers main stakeholders are the customers, employees, suppliers and also the shareholders. The external stakeholders are the suppliers, customers, and the governments. Marks and Spencers trades on an international basis due to the company having around 850 stores. (MBA Skool Team, April 19, 2020). Marks and Spencers has other stores situated in India where it began its operation in 2001, some other countries where Marks and Spencers has presence are in Turkey, Spain, France, Ireland, Hungry and Finland. 
Marks and spencers is a British retailer that brings quality, great value food, clothing and homeware to millions of customers around all the world. (M & S,2021) 
One of the keys to the development of Marks and spencers has been the ability of the brand they offer to meet the ever-changing needs of a broad customer base. The core brand values of quality, value, service, innovation and trust have consistently remained the cornerstones of Marks and spencers proposition.
Over the years Marks and spencers have gained an over all success and a strong reputation for its food. 
Marks and spencers built there brand on core values of their quality, value, service, innovation and trust. The brands mission was is to make aspirational quality on the range of products and services accessible to everyone.
The statistics of the total global revenue of Marks and spencers from 2010 to 2020 showed that they generated approximately 10.2 billion pounds. (Sabanoglu.T, 2020) 


2.2 CRM Benefits and dis-advantages of a CRM system.
Crm signifies the definition of customer relationship management. Crm is the combination of the practices, strategies and the technology that is used in companies to analyse the customers interactions. Customer Relationship Management (CRM) ensures that the ongoing relationship between your organization and its customers is always very valuable to everyone involved, this was easier to do in the past when an organization was expected to provide a product or service, and the rest was up to the customer. That has changed dramatically. Today, customers can instantly access opinions about your organization and its products. Also, they can instantly order products and services from anyone else around the world. (Carter McNamara, 2021)
It’s known that Marks & Spencer is having to conduct a post-implementation review with their software supplier known as Siebel after the customer relationship management software that it implemented last July failed to meet productivity targets. As a high street retailer Marks and spencers had to roll out Siebel's Call Centre application at its head-office call centre after they were seeing customer service suffer due to its legacy systems weren’t able to cope with the large number of inquiries that they were having.
Mike Christie who is an IT programme manager at M&S, said the company had expected productivity levels to fall for about three months as the call centre staff needed to get to grips with the new system.
Despite the productivity issues, Christie said the company was generally happy with the Siebel CRM software because every customer’s call is now being logged - something that did not always happen with the legacy systems. “Tracking customer inquiries and responding to them more quickly and effectively is now easier with the new Crm system" he explained. Having the new system has been highly Important as all written letters are now scanned electronically, which means Marks and spencers can avoid embarrassing situations where customers records of complaints can be lost. 
Marks & Spencer is also using its Siebel database to assist food and textile technologists with the research and development of new products and services.
Its known that Marks and spencers have developed a web based back-end application that allows developers to look at their customer correspondence database. This means that m &s developers can pick up on trends and also quality issues to improve the products they deliver." (Thomas. D, 2002)
Marks and spencers attract their customers by introducing different kinds of loyalty rewards such as attracting them by their products. It’s known that Marks and spencers have focused on boosting their appeal to customers bringing back being the organisation of having the value of heart. Marks CEO Steve Rowe says “Marks has a fantastic brand based on innovation and wuality2 this will increase market the share by the organisation investing in lower prices. (Vizard. S, 2019)
Marks and spencers enhanced a five-year transformation plan that would help enhance customer understanding and the insight of the M&S loyalty card and Crm programmes including the marks and sparks card. The sparks card scheme was first launched back in 2015, and rewarded shoppers with points when they spent in store or posted product reviews. The idea is that the relaunched spark scheme will allow Marks and spencers to understand its customers better, and therefore provide more personalised deals. So, the more regularly customers go and shop at marks and spencers using their sparks card, the better the store will understand how customers like to spend their money, and in theory the more relevant the offers will be for them. (Fitzsimons. J,2020)
Having the sparks Marks and spencers card can attract customer satisfaction as they shop more, they receive more rewards and then that will help encourage them to visit more and spend more as they will benefit from using the card.
Marks and spencers boosted customer satisfaction globally by rolling out a global customer service listening and insights programme internationally stores satisfaction increased by an average 23%. Marks and spencers listens to their customers to improve customer satisfaction. (Cameron. N, 2018)
Benefits of Crm for an organisation
The benefits of using Crm within an organization will help improve customer satisfaction. using this strategy, all dealings involving servicing, marketing, and selling products and services to your customers can be conducted in an organized and systematic way. Crm software can also be used to provide a better service to customers through improved understanding of their issues. For instance, if an issue needs to be resolved for a customer, your representatives will be able to retrieve all activity concerning that customer, including past purchases, preferences, and anything else that might help in finding a solution quickly. In this way, Crm can also be used to receive continuous feedback from customers regarding the products and services an organisation provides.
When using Crm within an organisation it can also benefit an organisation by improving customer retention, gaining valuable insights and better communication internally will benefit from using it.
Benefits of Crm for customers
The benefits of having customer relationship management in place in organisations is that when you need to make a complaint of any sort, they have a system to check.
When an organisation makes their customers feel welcomed after any products are purchased, they start to feel some loyalty towards the brand When you maintain a strong bond letting the customers know they are valued, the customers become your friend.
With prolonged good customer relationship management, customers feel obliged or happy to advocate the brand to others and that’s how any organisation rises to success and permanence. 
Disadvantages of Crm for an organisation
The disadvantages of having a customer relationship management system in place within an organisation can be costly as it requires a huge cost to be spent by the business. An organisation with the Crm system also need trained and qualified staff. It takes a huge cost and time for providing training to employees regarding CRM systems. They need to learn and acquire information regarding CRM software for a proper understanding of it. All this takes large efforts both in terms of money and time on the part of the organization. (Commerce Mates, 2021).
Disadvantages of Crm for the customers
The disadvantages of having Crm with customers is that the organisations customer experience may become disimproved due to the staff over-reliance on the system, if staff come to rely too much on the Crm system then it can reduce their flexibility in dealing with customers inquiries. Staff become helpless when they have to deal with customers as they tend to rely on the Crm system too much so when customers tend to query something, they aren’t very approachable to be able to answer their clients’ questions.
If there is no information on the Crm system then it leaves staff members lateral thinking to help them solve any problems, this can make customers experience then become frustrated at the organisation and going elsewhere. (Thakral. R (2021)
2.3 Ethics
[bookmark: _Hlk66641326]Ethics is a system that has principles that can help give a right from wrong understanding as well as show the good from the bad practices. 
Ethics is important within an organisation as it can teach people how to treat others with kindness, compassion and also respect. Ethical practices as well as character traits in making everyday choices. Ethical behaviours within a workplace includes such things like obeying what the rules that the company has or the effective communication that goes on in the workplace. Taking responsibility as well as having trust and mutual respect for other colleges is also ethical behaviours. (Formplus blog, 2004) 
Marks and spencers has been known as one of the brands that was leading a move towards higher ethical standards on the high street. 
Carols pyramid fits in well with this section of this report due to the Carols pyramid gives an understanding of the four main responsibilities of an organisation such as Economic, Legal, Ethical, and Discretionary or Philanthropic. (Bhasin. H, 2019)
Advantages of Ethics in an organisation
When an organization is behaving ethically it can gain huge advantages such as things like better staff attraction and retention, reputation and also morale and culture. Ethical organizations develop high-integrity. Having ethical behaviours within the organisation make organizations less prone to stress, attrition and dissatisfaction. Therefore, complying ethics, organizations develop a work culture, free from stress, which makes employees to feel happier and become more productive.  Organizations that build their best practices and culture around integrity are more likely to have a loyal customer base and happy employees. (Newman E, 2014) If your employees are happy then that will definitely result in happy customers.
Advantages of Ethics for customers
Having Ethics within a company and dealing with customers dealings will present the company with great presence of lime light and therefore the customers will be able to trust the company. When a company behaves ethically then they will attract more customers to their products and the services they offer and then that will make them very loyal customers. Having an ethical company will boost the company’s reputation which will then take a turn in which it can boost sales for the company making future progression. Customers will be able to trust who they are giving their money to if they know what goods they are buying are worth purchasing.
Disadvantages of Ethics within an organisation
The main drawback of ethics within an organisation is that ethics can sometimes be a disadvantage as it can maximise a company’s profits. Having a business that’s ethical is not cheap. Business ethics requires a company to be able to set certain organisational standards such as the values and the principles that are in place for everyone involved in the business. Therefore, the maintenance of the business can be time consuming and even may require a lot of time and even effort.


Disadvantages of Ethics for customers
Customers have to pay for ethical policies indirectly, customers may not have the same belief in ethics as organisations tend to.
2.4 Sustainability
Sustainability is often defined as managing the triple bottom line, a process by organisations manage their financial, social, and environmental risks, obligations and opportunities. Sustainability refers to being known as three areas, known as ‘profits, people, and the planet’, and the ways in which organisations manage their financial, social, and environmental risks. This means that sustainability also extends to working towards ensuring equality and diversity, as well as tackling issues.
Sustainability policies can be good and bad for organisations. Marks and spencers have delivered an approach know as the plan a, plan a is known to be a multi-year sustainability transformation plan which reflects the evolution of their business and the risks and opportunities that their social and environmental issues have upon them. Plan a transformation programme aims in returning Marks and spencers to sustainability, profitable growth to deliver long term values to the steak holders. (The guardian, 2012)
Marks and spencers focuses on there plan a strategy which includes its people, product and planet. They care about there customers. 
Benefits of having sustainability in an organisation
Having sustainability in an organisation can help organisations become more efficient, competitive and profitable. Sustainability benefits within an organisation can attract new customers and increase the company’s sales. Sustainability can boost workplace morale and innovations as when employees work together to identify sustainable initiatives it can help with the organisations culture of teamwork and provide the organisation to pull together and have continuous improvement over all. (Lagas. B,2015)
Benefits of having sustainability for customers 
Customers can benefit from sustainability as they know from buying sustainable products, they know they are made in the best possible way. They can make decisions in which brands they pick to buy when they go into a store.
Disadvantages of having sustainability in an organisation 
An organisation may experience a loss of sales, market share, and profitability. In addition, adding sustainability to the marketing mix can lead to a loss of focus on the primary objective: economic profitability and economic sustainability. It can cost, and may affect some employees with some unemployment in some areas. 
Disadvantages of having sustainability for customers
The disadvantages of sustainability for customers is that it could be costly for them. If Marks and spencers got rid of all their sustainability commitments then they could pass on the savings to their customers.
Comparing Marks and spencers with Asda and their ethical and sustainability policies and practices is that Asda’s approach to sustainability is based on their belief that protecting the environment and saving people money. Also, in comparison with Marks & Spencer, Asda has an increasing interest around sustainability and ethical sourcing. Asda has always aimed to link its statements on sustainability with its overall price message. In other words, making the business more sustainable saves costs, improves efficiency and allows it to offer more competitive prices. (Cooper. B,2009) Where- as marks and spencers have seen a fundamental change in how marks and spencers does business with suppliers, backed with an extensive scheme. The company earned its place as a consistently highly rated organisation within the ethical trading initiative. (Guardian, 2012)
Sustainability and ethical practices and policies are things that most people care about. Sustainability will help companies attract and retain customers.
2.5 Quality
Quality is about making organisations perform for their stakeholders such as anything from improving their products, services, systems and processes, to making sure that the whole organisation is fit and effective. (CQI IRCA, 2021)
Quality monitoring- Quality monitoring can be defined as part of a quality management that’s focused on fulfilling requirements.  Having quality monitoring can help the customer service staff provide as quality monitoring is an increasingly important factor in nurturing positive customer loyalty. (My customer,2013)
Quality assurance- Relates to how a process is performed or even how a product is made. It’s also a part of providing confidence that quality requirements will be fulfilled. (Buck. J, 2020). The confidence provided by quality assurance is internally to management and externally to customers. An alternate definition is "all the planned and systematic activities implemented within the quality system that can be demonstrated to provide confidence that a product or service will full fill requirements for quality. 
Quality control- Quality control is more the inspect side of quality management.
Theories to identify quality
There are different models and theories to identify quality. The theories are known to be the Demin’s theory. Demin’s theory of quality management identified 14 points of management. Demin’s was known for quality and believed that quality is an equal result of work efforts. Some of his management points of quality management theory are known to be to make sure everyone in an organisation is trained and to be educated.
Another theory for quality management is the Juran’s theory, Juran believed in employees need to be trained, performance to be recognised therefore they can track achievements. Juran’s theory also is known as the quality trilogy. Quality trilogy is made up of quality planning, quality improvement as well as quality control. 
In an organisation if quality improvements successful then quality improvements actions must then be planned out and then controlled.
2.6 Segmentation
Segmentation is when you have to divide the marketplace into parts, or segments, which are definable, accessible, actionable, and profitable and have a growth potential. (E-paper, 2021)
Marks and spencers has made it clear that they do not have a specific target market. As an organisation they value loyalty and confidence when it comes to customers. (Ward. E, 2018)
Marketing Mix of Marks & Spencer analyses the brand/company which covers 4Ps (Product, Price, Place, Promotion) and explains the Marks & Spencer marketing strategy. There are several marketing strategies like product/service innovation, marketing investment, customer experience etc in which it have helped the brand grow.
The 7ps is a formula which is used to continually evaluate and re-evaluate business activities. The 7ps are known to be: product, price, promotion, place, packaging, positioning and people. As products, markets, customers and needs change rapidly, organisations must continually revisit the seven Ps to make sure there on track and achieving the maximum results possible. (Tracey. B, 2004)
Marks and spencers target their customers by price. Marks & Spencer has its own in-house brands for clothing for women, men and kids. Generally, these in house brands are priced between medium to a higher category because of its premium quality. But M&S still follows a competitive pricing strategy as the customers have more options to choose from because of the increased competition Marks and spencers face from other stores. Marks & Spencer also faces competition from online retailers and other big organisations. Marks and spencers also follows a dynamic pricing strategy as during seasonal time it offers more discount on products to get more customers and generally the old stock is put for sale at a lesser price as compared to the newly arrived stock. (MBA Skool Team,2020) Marks and spencers have a range of different goods so therefore if their products are not expensive and have good quality then customers will keep visiting the organisation and buying.
Marks and spencers engages with segmentation, targeting, marketing mix and the loyalty ladder to maintain/enhance its customer relationship. Marks and spencers is all about their customers which makes customer relationships very important. Marks and spencers is well known for the customer service they provide no matter what the price of products are. No matter if their prices are slightly higher than some other big retailers, customers are prepared to pay more if the quality is so good and if the levels of customer service, they provide to their customers is satisfactory.
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3.0 Conclusion
Marks & Spencer is a popular retail clothing and accessories brand that is headquartered in London. The retailer has the presence in a number of categories like products, homeware, clothing and food produce. Marks and spencers targets men, women and children. There clothing is high quality giving their customers the choice of different styles such as stylish, modern, and sophisticated, this has resulted in a clear branding and customers are sure of what to expect from any Marks & Spencer store.
Marks and spencers engages with segmentation, targeting, marketing mix and the loyalty ladder to maintain/enhance its customer relationship. Marks and spencers is all about their customers which makes customer relationships very important. Marks and spencers is well known for the customer service they provide no matter what the price of products are. No matter if their prices are slightly higher than some other big retailers, customers are prepared to pay more if the quality is so good and if the levels of customer service they provide to their customers.
Marks and spencers has been known as one of the brands that was leading a move towards higher ethical standards on the high street. Marks and spencers uses ethical and sustainable policies which can help the organisation and their customers. Marks and spencers customers will then believe in the company trusting them when they buy their good products.
By rewarding Marks and spencers loyal customers or even enticing new customers then Marks and spencers will not only demonstrate but they will show how much they appreciate their custom. Marks and spencers will aid their retention scheme encouraging their customers to keep buying their products.
Marks and spencers have gained an over-all success and a strong reputation for its food. 
Marks and spencers strengths was that they built there brand on core values of their quality, value, service, innovation and trust. The brands mission was to make aspirational quality on the range of products and services accessible to everyone.
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4.0 Recommendations
Marks and spencers could improve their Crm system by making their Crm system easy to use for internal customers, provide Crm training that’s up to date to all their employees, track customer behaviour throughout their sales cycle and keep their data up to date to help them with any sort of issues that they may face from anyone.
Marks and spencers could attract customers more by introducing more fashionable clothes, have more engagement in face to face or even use less use of technology and use more human services or even use different systems.
The strenghts of Marks and spencers are they have the reputation of providing good quality products to its customers, customers prefer to go to Marks and spencers and spend the extra bit of money as they know they’ll get good quality products.
One of the major drawbacks though of Marks and spencers is that the company highly relies on manual operations. It is costly and consumes a lot of time. By adopting to the latest technology, it can be costly but on the other hand it would save time, cost and become more efficient.
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