


Table of Contents
Introduction:	2
Information Technology and Information Systems:	2
Information Technology and Information Systems of Tesco:	3
Advantages of using CRM Systems	4
Information Systems implemented by TESCO	5
Transaction Processing Systems	5
NCR SelfServ-Transaction Processing System	5
Competitive Advantage	7
Michael Porter- Competitive Advantage Theory	7
Tesco’s Information Systems- Competitive Advantage	7
Low-cost Leadership	7
Focus Strategy:	8
ERP Challenges:	8
Tesco’s Challenges in Implementing a new ERP system:	9
Tesco’s ERP System implementation steps:	10
Gantt Chart-Tesco	11
Conclusion:	11
Bibliography	11




































Knowledge and Information Management of Tesco


[bookmark: _Toc89365388]Introduction: 

The purpose of this report is to conduct individual secondary research on Tesco supermarket's knowledge and information management. Five major targets will be addressed in this report. The first objective is to define an information system and explain how this benefits Tesco. The second goal is to determine which information systems Tesco employs and to understand how they function. The third goal is to explain how Tesco's information systems help the company gain a competitive advantage. This section will introduce a few notes about the 5 Porter strategy framework, which will be used in the Tesco case study.

[bookmark: _Toc89365389]Information Technology and Information Systems:

Firstly, it is necessary to define information technology and information systems. In the context of information technology (IT), any digital device that individuals use to work with documentation or to facilitate an organization's data and communication requirements falls under this category. An information system (IS) is a system that gathers, processes, stores, analyses, and communicates information with the aim of achieving a particular goal.
Contemporary organizations make use of a wide variety of various kinds of information technology systems (Rainer & Prince, 2020).
“Computer-based information systems significantly lowered the cost of processing data and information.” (Boddy, et al., 2008)
Organizations that manufacture and distribute physical goods and services must coordinate people and other resources across many locations. With the growth of large organizations, traditional techniques may become more problematic than they are beneficial, prompting individuals to consider the use of intranet software.

[bookmark: _Toc89365390]Information Technology and Information Systems of Tesco:

Tesco plc was established in London in 1919, and this company represents one of the most inspiring and spectacular retailing stories in the United Kingdom. From a small discount shop, Tesco has grown to be one of the largest retailers in the world, operating in diverse countries: United Kingdom, Malaysia, United States, Poland and China. 
By investing in their website and using the click and collect functions and by using a customer loyalty program powered by data use, Tesco has completely reimagined its customer experience, business strategy, and operational model for the 21st century. 
(Peter & Lloyd, 2019) is stating in his publication that “Tesco has more advanced Technology than the NHS”. Tesco makes extensive use of information technologies, and this contributes significantly to the company's ability to generate substantial profits. For example, Tesco adopts customer relationship systems (CRM), like Oracle RightNow to track client contacts using their emails and phone numbers, as well as to build a data base about goods including beverages, food, clothing, electronic products and FAQ. The Oracle RightNow CRM software holds Tesco's customer data. 

(Greenleaf & Winer, 2002) is describing Customer Relationship Management as being a management strategy that companies use to maximize long-term values. Essentially, CRM is a mechanism for gathering customer data, understanding consumer characteristics, and applying those characteristics to marketing efforts in the field of marketing.


[bookmark: _Toc89365391]Advantages of using CRM Systems 

Online shopping

Online shopping has grown from obscurity to a multibillion-dollar business over the last several decades. Purchasing something on the internet has become a regular activity for millions of individuals all around the globe. The number of individuals purchasing products and services online has risen faster than it has in the past.
Tesco and its consumers benefited greatly from the development of their own online shopping platform. 
One of the first benefits may be a higher profit margin for the company. People may find it more convenient to purchase online than in store at times, thus there are two alternatives for shopping: in store or online, which provides Tesco profit while also providing convenience to its customers by allowing them to shop on their phones.

Loyal customers

The main mission of TESCO, which is to provide value to consumers in order to gain their lifelong loyalty, may have served as inspiration for the company's customer relationship management strategy. With the introduction of the Clubcard loyalty card in 1995, Tesco's goal of winning customers' lifelong loyalty was given the boost it needed to achieve success.
Customers were given the Clubcard in exchange for a minor membership fee and personal information, which included their name, location, birth date, family size, dietary restrictions, and shopping patterns, among other things. Customers received points for every pound they spent in Tesco shops or on the Tesco.com website.

Keeping customers closer

TESCO utilised the information gathered from the Clubcard transactions to get a better knowledge of its consumer. In order to split clients into different groups, Tesco developed several clubs that customers could join depending on their preferences and passions, such as the Wine Club, the Baby and Toddlers' Club, the Healthy Foods' Club, and the Christmas Savings Club. Tesco may also use the Clubcard data to monitor trends in consumer likes and lifestyles and ensure that its goods remain current.

Finally, Tesco implemented the four phases of CRM by engaging with its customers, segmenting them, personalizing their requirements, and tracking their goals continuously in order to attain lifelong customers. The usage of customer relationship management systems (CRM) makes the process of understanding consumer demands easier and more comprehensive, while also adding value and profit to the organization.

[bookmark: _Toc89365392]Information Systems implemented by TESCO

[bookmark: _Toc89365393]Transaction Processing Systems

Computers represent a fundamental component of contemporary information systems.” A computer based information system is an information system in which a computer plays an important role.” (Mahar, 2002) The components of an information system are: hardware, software, data, procedures, people. A computer’s central processing unit (CPU) and its peripherals are included in the category of hardware. The word "software" refers to computer applications and any accompanying guides (optional). Data are a collection of facts that computers will utilize to generate usable information. In a computer-based information system, procedures are like the software: they regulate how the system operates. To be useful, any computer-based information system requires human input.

Business transactions are conducted by a transaction processing system (TPS). Processing systems automate the processing of the enormous volumes of paperwork required to operate a business on a regular basis. Transaction processing is becoming the most significant computer application for many businesses.

[bookmark: _Toc89365394]NCR SelfServ-Transaction Processing System

When it comes to product shipping and technical innovation, touchscreen point-of-sale (POS) technology is growing fastest in retail. It has evolved and is progressively getting popular all over the globe that self-checkout service systems are available. Because clients may check out on their own, the cashier can handle more counters, lowering labour expenses. The technology lets customers to finish the purchase process without merchant assistance, which also reduces company costs. The self-scanning system has numerous features that are comparable to those found at conventional checkouts, such as scanning, packaging, and pricing client order.

NCR Corporationis a worldwide pioneer in consumer transaction technology; NCR SelfServ is a transaction processing system. With NCR SelfServ Checkout, Tesco’s consumers in 8 countries may now enjoy shorter lines and faster service at the checkout. Clients must scan the barcodes of each product, and then the system will identify the type of product that the customer is purchasing, such as onions or bananas, along with their respective weights, and the customer will be required to place all the scanned items on the " bagging area". The “bagging area” sensor on the machine is going to verify the weight of the product entered previously to make sure that the product is bagged. Once the predicted weight is being confirmed by the sensor the costumer can move to the next product. After scanning all the products, the costumer can proceed to the checkout. In the event that the customer does not have a card or a smartphone to pay, they may still pay by cash by using the scanner for the banknote and the coin slots located at the self-checkout unit. 

How is Tesco using NCR SELFSERV?

NCR SelfServe is being used by Tesco to keep track of their business transactions. To create the needed information there are three stages: input, process and output.  
INPUT
Customers who use Tesco's SelfServe system will have their products scanned. The information will feed the NCR system with specifics about the merchandise: weight, quantity of items, and what sort of product the consumer purchased by scanning or using the touch screen of the display. 
PROCESS
After gathering this data, the system will proceed to the following stage, which is data processing. Once the data has been acquired, the system will analyse it by recording the price, noting each product's age limits, capturing the date and time of the transaction, and counting how many goods have been scanned. 
OUTPUT
After the data has been analysed, the system will collect everything and provide the information about the items purchased to the business. Customers will pay using their Clubcard to complete the transaction. Customers' data will be connected with the things they purchased, and the data will be turned into usable information. They may then utilise this information to target clients not just via their website, but also through their social media accounts, email, and mobile phone. Businesses are continually creating new and better information about the business environment as data collecting gets simpler and more cost efficient.

[bookmark: _Toc89365395]Competitive Advantage 

[bookmark: _Toc89365396]Michael Porter- Competitive Advantage Theory 

The strategic management is an ever-evolving field in academia as well as in the world of business. In terms of academic recognition, Professor Michael Porter is one of the pioneers of strategic management. He's given strategy a solid theoretical foundation, but he's also made it approachable and practical for managers in the real world. The Accenture’s Institute for Strategic Change in 2003, named Porter as “the most influential business intellectual in the world” (STONEHOUSE & SNOWDON, 2007).

[bookmark: _Toc89365397]Tesco’s Information Systems- Competitive Advantage

It used to be that information systems were only concerned with a company's internal operations like accounting, inventory tracking, and management oversight. As a result of the widespread usage of electronic communication across consumers, vendors, as well as rivals, most of these systems have now expanded beyond the organization's walls. One of the most potent competitive weapons accessible to Tesco is knowledge management information systems, which enable significant gains in organizational performance. The usage of information systems by Tesco is employed strategically in order to obtain an advantage over its competitors. The Information systems used by Tesco is used to assist the organisation in producing at a cheaper cost, in differentiating itself from its rivals and in identifying and concentrating on a certain market sector, among other things. 

[bookmark: _Toc89365398]Low-cost Leadership


For a lower price of operational cost TESCO uses information system. High adoption rates of new technologies and densely populated regions made the United Kingdom an ideal location for home delivery of groceries ordered online. To capitalize on this potential, Tesco launched 'Tesco Direct,' an e - grocery platform, in the year 2000. Customers can make orders online and pick up their bagged goods at a pick-up location of their choosing, making it even more convenient for Tesco to provide the 'click and collect' feature. Tesco also lowered home delivery prices to boost value of the company model. Tesco invests in digital in-store efforts to boost the system model's productivity, such as portable scanners that let customers scan items while they shop and self-checkout machines. The 'broccoli cam', for example, detects whenever fruit and veg trays in the aisles are empty and sends an instantaneous alert to the shop floor staff to restock them immediately. All these systems will help to lower the organisation’s costs and help the company to be more productive.

[bookmark: _Toc89365399]Focus Strategy: 

When a leader concentrates on a certain position in the marketplace and generates its acceptable benefit by contributing stuff that has been specifically designed for that position, this is known as a focus approach. 

Tesco is classified as a pricing management company, which means that its primary goal is to be the lowest-cost operator in the business. Investment in manufacturing technology and high-quality personnel are required to maintain a competitive advantage in terms of cost. Tesco's pricing is the most inexpensive when compared to those of Sainsbury's and Morrison, and they are very similar to those of Asda, which is its primary competitor. Tesco cannot be considered an expenditure champion just because of how it distinguishes itself from its rivals in terms of product selection, delivery, online sales, Clubcard initiatives, and a variety of other factors. It is fair to say that Tesco is pursuing both cost containment and differentiation tactics at the same time.

[bookmark: _Toc89365400]ERP Challenges:


Moving from one information system to another may be described as the process of changing from one information system to another. Organizational change management is concerned with the management of alterations to organisational systems and practices, as well as the influence of these changes on the organization's employees and society.
An enterprise resource planning (ERP) system is a kind of information system that integrates all areas of an organisation, including production planning, buying, manufacturing, sales, distribution, accounting, and customer support. An enterprise resource planning system (ERP) offers multi-national enterprises with significant information and coordination of supply chain tasks. The deployment of enterprise resource planning (ERP) system of the company differs from the implementation of other types of information systems. Strong development and change management are essential for the effective adoption of ERP systems in an organisation.


[bookmark: _Toc89365401]Tesco’s Challenges in Implementing a new ERP system: 

Implementing an enterprise resource planning system (ERP) in any organisation requires the reconfiguration of an existing business process in accordance with best practises.
Finding the appropriate software and a reputable vendor may be the first challenge to overcome. 

Choosing the proper vendor:

Choosing the proper vendor is vital for the successful deployment of ERP systems; in fact, many researchers believe that vendors and consultants are a major component in the success of ERP system implementations. 
To overcome the challenges, vendors must communicate to Tesco's top management about their system and partnership. Recognize what worked well and what they would change if given the chance. Visit sites, observe the solution in action, and obtain real-world feedback. When it comes to Tesco, the top management has the most crucial influence. Top management should evaluate and compare various organisations to choose the right partners for ERP systems. As a result, both ERP suppliers and Tesco must recognise the significance of cooperation between them.

Project Management: 

As any other change inside Tesco, there is the requirement for a new project, project that must be managed. (Dezdar & Ainin, 2011) discovered that there Is a good association between project management components and ERP successful performance. 
To overcome this challenge, it is critical to enlist the aid of the appropriate individuals in this task. If a step is missed or communication fails, it might lead to an expensive delay or a bad implementation. Tesco's project managers ought to have exercised due diligence and been proactive in resolving issues and concerns. The true expense of a project is when it is postponed. Thus, get the necessary project management knowledge and experience to guarantee that the project is completed on time.

Empowering Teams/Skilled Personnel:

Tesco's ERP system implementation necessitates team empowerment in order to boost morale and speed up project completion times. It is necessary to have qualified personnel if authority is to be used effectively. Team empowerment has the right to make choices independently of top management permission, rather than relying on top management approval. Individuals with less knowledge concentrate on the core tasks of ERP and overlook the effective use of advanced functionalities. More significant, if a critical ERP employee leaves Tesco, a large knowledge deficit will result.
To overcome this drawback, Tesco must place a high value on staff development and training in order to effectively implement and maintain sustainable activities across their organisation.

[bookmark: _Toc89365402]Tesco’s ERP System implementation steps: 

The idea of implementation explains and typically governs the whole process from commencement through execution to project completion. Tesco’s ERP system implementation involves five major phases.

The first phase is project management. This stage is conducted to set the objectives, to design a project management plan, to assemble the project team and to execute other activities required for realisation and execution of the project. Also during this phase, the project manager will have to implement the project plan and get the project plan signed/approved so the project management team can continue their work.

The second phase is represented by the examination of the real situation involving the way of assessing as well as capturing production activities. Further assessments will be taken to verify if there are any barriers in the process. Developing the system has the same importance as testing the system. Getting feedback from all of the stakeholders is also critical. Proper and effective communication is crucial.

The third phase is concept creation that fulfils the demands of Tesco. This stage has the objective to debate the previous assessed processes within the project team and then a decision is taken regarding the adjustments that need to happen.

Aspects of the IS are going to be adjusted or altered throughout the fourth stage.

The final phase is undertaken to deploy the system and to complete the fundamental and administrative documentation.
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[bookmark: _Toc89365404]Conclusion: 

For many businesses, these systems have become an essential part of their everyday activities, and they must be constantly updated and adapted to keep up with the changing needs of their organization as it grows. Enterprise resource planning (ERP) applications are being used in organizations globally to increase operational effectiveness while these systems enable the continuous flow of information throughout an organisation and solve the issue of information fragmentation within an enterprise. Eventually, the deployment of ERP systems increases Tesco's profitability while also allowing the firm to run more efficiently, resulting in satisfied consumers.
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