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Customer Journey
The use of customer journey has attracted many organizations with an objective of planning and meeting the customer experience ("Introduction to customer journey mapping", n.d.). It is a valuable tool in tracing the path that a customer takes from the decision to purchase a product or a service to the feedback upon using them. Customer journey mapping has valuable benefits to a company such as better understanding the customers, establishing the operational inefficiencies, and developing different experience among others. The customer journey map enables an organization to have empathy to customers and ‘walk in their shoes.’ It facilitates a platform where a company experiences the feeling that the customers have when interacting with the company. 
The tool is critical in establishing the operational inefficiencies of business and facilitates the corrective measures aimed at meeting the customers’ expectations ("Introduction to customer journey mapping", n.d.). Further, having efficient operations develops a healthy relationship between the customers and the company. Besides, customer loyalty is enhanced as well as referrals to other potential customers to the firm's products or services. 
The customer journey has several stages including awareness, consideration, decision, delivery and use, and loyalty and advocacy ("Introduction to customer journey mapping", n.d.). Before deciding on buying a product or a service, the customers first become aware of the existence of a product or a service in the market. Customers become aware of a product or a service through various ways including hearing from friends, offline and online ads. Therefore, the customers consider the purchase of a service or a product after becoming aware of their existence in the market.
The second stage involves the consideration of various alternatives (Rikkers, Consenheim, Prinssen, Rikkers & Stolte, 2014). A market is characterized by various competition products, and thus, the customer evaluates the options and make a decision on the choice that better suits them. After evaluating the options, the customer decides to buy and makes an order. 
Delivery and use follow the process of placing an order. Upon receiving the products, the customers have an option of using the products and make any complaints to the customer service.  A claim is settled by either obtaining a refund or choosing another product from the stores. 
A customer later shares the experience of using the product to the company or friends and depending on the customer’s experience, the company either become loyal to the company or shift demand to other competitors. 
Marks & Spencer Elements of Improvements
Awareness 
The company can enhance the awareness stage by adding fashion show exhibitions in various regions. This strategy will create more awareness to potential customers and increase the company’s sales revenue. 
Making an Order 
The company has multiple stores globally. However, the companies geographic coverage concerning stores is still minimal in many markets. This does reduce not only the awareness of the products among customers but also reduce the chances of making an order. The company should create new stores to make the process of ordering and receiving the products quickly. Further, establishing of many outlets will the shorten the period it takes to get the products after placing an order. 
Conclusion
Marks & Spencer has an excellent customer journey that promotes interaction between the company and the customers ("Market & customer insights", 2017). Use of modern technology by the company has made the customer journey efficient in placing an order through the online store and receiving the products at a considerable time.
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