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                                     Executive summary 
This report was commissioned to evaluate and examine the success of CRM within Tesco

























                                         Contents page
         Content                                                    page no
· 1.0 introduction                                           1
· Executive summary                                     2
· Findings  
· Conclusion 
· Recommendations 
· Reference list 





















                                     1.0 Introduction
This report has been requested by the chief executive of Tesco, as a means of evaluating and examining the success of Customer Relationship’s Management (CRM), this report was drafted by nicola brain, a marketing research analysist.



















                                                                      1.0 Findings 

2.1 Organisational background of Tesco
From a market stall to the UK’s biggest supermarket, its divided into 4 networks: Express, Metro, Extra and Superstore, In 1919 Jack Cohen founded Tesco when he began selling surplus groceries from a stall in the East End of London, from day one Jack believed in putting affordable food in the reach of everyone, at the end of the first day he had made a profit of £1 on sales of £4. In 1924 the name ‘Tesco’ was born, the first own-brand product sold, which Jack promised would bring unequalled value, which was tea, he went on to open his first Tesco store in 1929 in north London, the store sold great value dry goods and the first ever branded product, which, unsurprisingly, was Tesco Tea.  (Tescoplc 2022).
The first supermarket opened in Maldon, Essex in 1958, the new format store included a counter service selling cheese, butter and meats weighed by sales assistants.
In 1974 the company opened its first petrol station, 1979 the gross revenues were £1 billion and they had more than doubled by 1982 hitting more than £2 billion, Since 1992, Tesco launched its Computers for Schools, the scheme has raised £185 million worth of equipment for schools around the UK, by 1995 Tesco launched the club card for their consumers. Tesco now has over 4000 outlets and employs over 300,000 people worldwide, Tesco has expanded into areas such as financial services, toys, electronics and clothes since the 1960s. (Tescoplc 2022). 
In 2016 Tesco has crashed to the biggest loss ever recorded on the UK high street, slumping £6.4bn into the red as a result of huge write downs on the value of its property portfolio and stock. The far worse than expected loss in the year to 28 February was revealed as the retailer confirmed it had axed nearly 5,000 head office and UK store management jobs as well as more than 4,000 roles overseas and at the group’s banking division. (The guardian 2022)
In 2020 Tesco seen its first-half profits rise by more than a quarter as customers bought more food during the pandemic and online orders doubled.
Pre-tax profit for the 26 weeks to 29 August was £551m, 28.7% up on 2019.
During the pandemic Tesco saw more of their customers turning to online shopping, Tesco more than doubled delivery capacity to 1.5 million slots a week during the first half, including serving 674,000 vulnerable customers, while demand for food was up substantially clothing fared less well, with sales down 17.2%. (BBC news 2022)

 Importance of CRM to Tesco.
 (CRM) Customer Relationship Management, is a technology that is used to handle interactions with its current customers and potential customers, CRM helps businesses like Tesco build customer relationships, improve on its customer service, increase profitability and increase its sales. (Salesforce 2022)
                  
 Henry Ford quoted 
‘Coming together is a beginning, keeping together is progress, and working together is success’ (quotemaster 2022)
Customer relationship management (CRM) can help Tesco gain an insight into the behaviour of their customers and modify their business operations to ensure that customers are served in the best possible way. CRM can help Tesco recognise the value of their customers and to capitalise on improved customer relations. The better they understand their customers, the more responsive they can be to their needs.
CRM can be achieved by:
Finding out about their customers' purchasing habits, opinions and preferences
Profiling individuals and groups to market more effectively and increase sales
Changing the way they operate to improve customer service and marketing
Tesco can benefit from CRM it is not just a question of buying the right software. Tesco must also adapt their business to the needs of their customers. (Businessgateway 2022)
Benefits of CRM
· Better knowledge of customers: The main focus of CRM technique is on the customers of Business. It helps businesses like Tesco to acquire all required information of their customers. This information is then stored and used for understanding customer behaviour.
· Retain more customers: not only will Tesco focus on understanding their existing customers 

Disadvantages of CRM
· Security Issues: Another major drawback with CRM is the insecurity of data collected and stored. All of the data collected is stored at one centralized location which has a threat of being lost or hacked by someone. Employees may add inaccurate data or manipulate figures leading to wrongful planning.
· Third Party Access: CRM data can be obtained and misused by other parties. There have been many cases where web hosting companies take and sells CRM data to the third party. Various sensitive data about customers may get into the wrong hands and cause loss to peoples. 
How Tesco will collect data on their customers 
Customers may give Tesco information about themselves by filling in forms on Tesco Website or by corresponding with Tesco by phone, e-mail or otherwise, the information customers may  give will include their name, address, e-mail address and phone number, personal description,
Information that Tesco collect about their customers with regard to each of their visits to Tesco website they may automatically collect technical information and information about your visit.
Collecting personal data from their customers helps Tesco recognise and understand what their customers need from them to improve their services. (Tescoplc 2022)
Tesco take the responsibility of being entrusted with their colleagues and customer’s personal data very seriously and they are committed to protecting all data with the highest levels of security, their Security Programme has been driving the enhancement of their security capabilities, they are committed to protecting information in accordance with; its value, its sensitivity, their customer and colleague expectations, their business goals, and regulatory requirements. (tescoplc 2022)
Touchpoints 
With Tesco using their club card and reward card they have a perfect opportunity to collect data on their customers, they connect the dots through their sales and Club card data to understand customer purchase patterns, feelings, and perceptions through primary research, customer feedback gathered through their contact centre. (Tescoplc2022)
every year Tesco and other retailers ask their customers ‘How was your experience with us’ to monitor how well the customer experience is, customers who are loyal to Tesco will continue to shop there and will also recommend them to family and friends.
Trust 
Without customers there is no business, all relationships between employers, employees and the customers are built on the foundation of trust, Customers who are happy with your services make your brand more credible and trustworthy to others who are yet to use you. (bizbritain.com 2022)
Satisfaction 
Tesco witnessed from March 2020 to February 2021 a 4.5% positive change in customer satisfaction compared to the previous year on the cleanliness of the store, price of the products and ease of shopping. (tescoplc 2022)






2.2 Ethics and sustainability
‘Ethics is knowing the difference between what you have a right to do and what is right to do’ quoted by Potter Stewart 

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, the term is derived from the Greek word ethos which can mean custom, habit, character or disposition.
Ethics covers the following dilemmas:
How to live a good life
Our rights and responsibilities
The language of right and wrong
Moral decisions - what is good and bad?
Our concepts of ethics have been derived from religions, philosophies and cultures. They infuse debates on topics like abortion, human rights and professional conduct. (BBC.com 2022)
Advantages of ethics 

· Retain good employees
· Having a positive work environment 
· Enhance business reputation 
· Investor loyalty 

Disadvantages of ethics 
· Time consuming
· Reduce profits

Tesco has been one of the leading brands for ethical standards, by using ethics Tesco draw in their customers to buy their goods and persuade them to stay loyal to their services.
Sustainability
Generous shoppers are being encouraged to help support an in-store fundraising campaign for three of the UK’s leading health charities, last year Tesco's ‘Helping you to live healthier’ campaign raised more than £1 million after customers rounded up their shop to the nearest £1 at self-service tills.
Money raised will help Cancer Research UK, the British Heart Foundation and Diabetes UK to continue their vital work to improve and save lives, as the charities fight back from the impact of the COVID-19 pandemic, shoppers are once again being urged to round up their shopping to the nearest £1 at self-service tills between 31 January and 13 February.
In addition to the funds being raised, the campaign aims to increase awareness in about the importance of making sustainable lifestyle changes that can help people to lower their risk of cancer, heart and circulatory diseases, and type 2 diabetes, trusted health information and advice will be shared with Tesco customers to empower them to take small steps to help improve their health. (Tescoplc 2022)
Advantages of sustainability 
· Less air pollution
· Slowing down climate change
· Waste reduction
· Protection of our natural resources

Disadvantages of sustainability
· Time consuming
· Slowing down climate change
Research shows several ethical issues for Tesco and they are marked down in many of the categories. This includes: climate change, palm oil, environmental reporting, habitats & resources, pollutions and toxics, human rights, worker's rights, irresponsible marketing, animal rights, animal testing, factory farming, use of controversial technologies, political activities, and anti-social finance.   
In September 2019, Tesco scored Ethical Consumer's best rating for its supply chain management, unfortunately, around the same time, it was discovered that one of their suppliers had been caught using slave labour following a three-year police investigation. This threw up the UK's largest ever modern slavery ring in which some of its 400 victims worked for as little as 50p a day, working on farms, rubbish recycling centres and poultry factories.
Tesco and other supermarkets including Waitrose, Marks & Spencer, Sainsbury’s, and Asda were supplied by farms where gang-controlled men and women worked, however, "The supermarket chains and companies involved said they did not know the workers were being exploited, and several said they only became aware of the mistreatment after being contacted by journalists. (ethicalconsumer.org 2022)
Quality monitoring, control and assurance.
Quality control
June 2017 Tesco announced its intention to simplify its customer service operations by consolidating its Customer Engagement Centres (CEC) into a single, expanded operation in Dundee, as part of the changes, Tesco took the difficult decision to close its other CEC located in Cardiff.
This will allow Tesco to simplify its operations while continuing to offer a high level of customer service over the phone, by email, and on social media, the changes form part of a wider programme of transformation, which has been taking place over the last two years, to ensure Tesco runs its business in a sustainable and cost-effective way, and is set up for the future in a rapidly changing retail sector. (Tescoplc.com 2022)
Quality monitoring 
Customer service is a an important factor in positive customer loyalty, by using their call centres Tesco can track and control the service level, Tesco will benefit from interactions with their customers which will lead to improved service and decision making.

There is a set of macro and micro environmental factors that affect marketing decisions of Tesco marketing management in direct and indirect manners. Macro-environmental factors impacting Tesco marketing decisions are identified through the process of environmental scanning and they include political, economic, social, cultural, technological and legal factors. Micro-environmental factors, on the other hand, relate to the impact of internal and external organisational stakeholders, and the extent of competition in supermarket industry in general
.Products and services offered by Tesco and other businesses cannot be attractive to all people in equal terms, because differences in needs and wants among people. Therefore businesses do engage in market segmentation and targeting practices,
It can be specified that “market segmentation is based on the generally true concept that the market for a product is not homogenous to its needs and wants” [1]. In simple terms, market segmentation is dividing population members into groups according to their needs, wants and other criteria and developing products and services that aim to satisfy needs and wants of particular groups.
Segmentation can be divided into geographic, demographic, psychographic, and behavioural bases. Segmentation, targeting and positioning can be implemented in relation to Tesco brand in general, as well as, its individual products. (methodologynet 2022)
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