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[bookmark: _Toc131177404]Introduction

Deliveroo is a UK-based online food delivery company that provides food delivery services to customers from local restaurants and food establishments. The company operates in over 200 cities across 12 countries worldwide, including the United Kingdom, France, Spain, Australia, and Hong Kong. Deliveroo's business model involves collaborating with local restaurants and food establishments to offer customers a wide variety of food choices for delivery. Customers can order food online through Deliveroo's website or mobile app, and the company delivers the food to their doorstep. 
Deliveroo operates on a commission-based business model, charging restaurants a commission on each order they receive through the platform. The value chain of Deliveroo involves several key activities, including restaurant selection and onboarding, customer acquisition and retention, order management and delivery, and payment processing. The company uses technology to streamline these processes, most notably its app, which lets people browse menus, order food, and monitor the status of their delivery services in real time.
Overall, Deliveroo's focus on customer convenience, its extensive network of restaurant partnerships, and its commitment to using technology to improve the food delivery experience have contributed to its success as a leading player in the competitive online food delivery industry.
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Figure 1: Deliveroo Company Logo
(Source: jumpstartmag, 2021)

[bookmark: _Toc131177405]Business model

Deliveroo is a B2C business that operates on a commission-based model. The company charges restaurants a commission of up to 35% on each order delivered through its platform. Deliveroo also charges customers a delivery fee, which ranges from £2.50 to £4.50, distance from the establishment to the customer's location.
Deliveroo has two customer segments, restaurants and customers. The company collaborates with local restaurants to offer customers a wide range of cuisines and menu items. Using the Deliveroo smartphone application, customers can place orders from their favourite eateries. Once an order is placed, the restaurant prepares the food, and a Deliveroo rider picks up the order and delivers it to the customer's doorstep.
Deliveroo's value proposition to its customers is convenience and choice. The platform offers customers a wide range of restaurant options, and the ability to order food from their favourite restaurants from the comfort of their homes (Melián-González, 2022). Deliveroo also offers a fast and reliable delivery service, with an average delivery time of 32 minutes.
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Figure 2: Business model of Deliveroo
(Source: apptunix, 2021)

[bookmark: _Toc131177406]Knowledge required for decision making

Explicit and tacit knowledge are two types of knowledge that exist within an organization like Deliveroo. Explicit knowledge is knowledge that is easily codified and can be easily shared through documentation, databases, and other forms of media. Knowledge that is formed by personal experience, intuition, and insight is called tacit information.
Operational decisions are routine decisions that are made on a daily basis to keep Deliveroo running smoothly. These decisions are based on explicit knowledge, such as standard operating procedures, rules, and regulations (Duan et al., 2022). Examples of operational decisions include decisions about production schedules, inventory management, and customer service.
Tactical decisions are decisions that are made to implement the overall strategy of an organization. These decisions are based on a combination of explicit and tacit knowledge. Tactical decisions involve analyzing data, understanding trends, and making predictions about the future. Examples of tactical decisions include decisions about marketing campaigns, product development, and resource allocation.
Strategic decisions are high-level decisions that set the overall direction of the organization. These decisions are based primarily on tacit knowledge and involve a deep understanding of the market, the industry, and the company’s strengths and weaknesses (Aksa, 2020).

[image: ]
Figure 3: Tacit and Explicit Knowledge
(Source: skyrme, 2022)

Explicit knowledge is important for operational and tactical decision-making because it provides a clear framework for decision-making. It allows decision-makers to rely on established processes and procedures, and it provides a common language for communication. For example, if a decision needs to be made about the production schedule, the decision-maker can refer to the standard operating procedures and make a decision based on that knowledge.
Tacit knowledge is essential for strategic decision-making because it provides insights and intuition that cannot be found in data or other forms of explicit knowledge. Strategic decisions often require decision-makers to take risks and make bold moves that are based on their own understanding of the market and the organization. For example, if a decision needs to be made about entering a new market, the decision-maker will need to rely on their understanding of the industry and their own experience to make a decision.
Organizations that are able to leverage both explicit and tacit knowledge are better equipped to make decisions at all levels of the organization. Operational decisions are based primarily on explicit knowledge, while tactical decisions are based on a combination of explicit and tacit knowledge. Strategic decisions, however, require a deep understanding of the industry and the organization, which can only be gained through tacit knowledge.
In order to facilitate the use of both explicit and tacit knowledge, organizations need to create a culture that values knowledge sharing and collaboration (Sikombe, 2019). This can be done by creating formal and informal channels for communication, encouraging cross-functional teams, and providing opportunities for learning and development. Deliveroo should also invest in technology and systems that support knowledge management and sharing.
Explicit and tacit knowledge are both important for decision-making at all levels of an organization. Operational decisions are based primarily on explicit knowledge, tactical decisions are based on a combination of explicit and tacit knowledge, and strategic decisions are based primarily on tacit knowledge. Deliveroo is able to effectively leverage both types of knowledge and are better equipped to make informed decisions and achieve their goals.

[bookmark: _Toc131177407]Selected system and its function

Deliveroo is a delivery company, which is also available in the uber, eats so specific management information systems like a) “Supply chain management system” and b) “Customer Relationship Management Systems”
[bookmark: _Toc131177408]Supply chain management system
Deliveroo is an international corporation that offers “online food delivery” services in a number of different countries. In order to guarantee that customers receive their food orders promptly and efficiently, the company relies heavily on its supply chain system. Here are some key elements of Deliveroo's supply chain system:
●	Restaurant partnerships
●	Delivery riders
●	Technology platform 
●	Data analytics
●	Logistics management.
Overall, Deliveroo's supply chain system is designed to be highly efficient and scalable, allowing the company to rapidly expand its operations in new markets (Liyanage, 2019). The company's focus on technology and data analytics enables it to continuously improve its operations and deliver a high-quality customer experience.
Functions 
Here are some of the key functions of “supply chain management” system:
Planning: SCM involves forecasting demand, setting production schedules, and planning for inventory levels to ensure the products needed are available when they are needed.
Sourcing: SCM includes identifying the suppliers and selecting them, negotiate contracts and another important thing is to manage a good relationship with them.
Manufacturing: SCM involves coordinating the production process to be sure that the products are produced effectively and efficiently.
Logistics: SCM includes managing transportation and warehousing activities to ensure that products are delivered to customers on time and in the right condition ( Padhi et al., 2019).
Customer service: SCM involves managing customer relationships to ensure that their needs are met and their expectations are exceeded.
Risk management: SCM includes identifying and managing risks associated with the “supply chain”, such as disruptions in the “supply chain”, quality issues, or supplier bankruptcies.
Overall, SCM helps companies to optimize their supply chain network, reduce costs, improve customer service, and increase profitability.

[bookmark: _Toc131177409]Customer Relationship Management Systems

Deliveroo uses a “Customer Relationship Management” (CRM) system to manage its interactions with customers and to collect and analyse customer data. The CRM system allows Deliveroo to personalize its marketing and promotional campaigns, as well as to improve its customer service.
Here are some ways in which Deliveroo uses its CRM system:
●	Customer Data Collection
●	Personalized Marketing
●	Loyalty Programs
●	Customer Service
●	Social Media Management
Additionally, Deliveroo uses email and SMS marketing campaigns to communicate with its customers. These campaigns can include promotions, updates on new restaurants or menu items, and personalized recommendations based on previous orders.
[bookmark: _Toc131177410]Functions 

Here are some of the key functions of a CRM system:
Centralized customer data management: A CRM system provides a centralized database where businesses can store customer information, such as contact details, purchase history, and preferences (Idzikowski et al., 2019). This helps businesses keep track of their interactions with customers and provides a single source of truth for customer data.
Sales automation: A CRM system can automate many of the sales processes, such as lead management, opportunity tracking, and pipeline management. This helps sales teams to be more efficient and effective in managing their sales processes.
Marketing automation: A CRM system can automate marketing processes such as email campaigns, social media management, and lead generation (Diem et al., 2021). This helps businesses to reach out to customers more effectively and build stronger relationships.
Customer service management: A CRM system can help businesses manage their customer service processes by providing tools for managing customer inquiries, complaints, and feedback. This helps businesses provide better customer service and improve customer satisfaction.
Reporting and analytics: A CRM system provides businesses with reporting and analytics capabilities that help them track their sales and marketing performance, identify trends, and make data-driven decisions.
Ultimately, the fundamental goal of a CRM system is to assist businesses strengthen their customer connections by offering a unified platform for storing client data and automating essential sales and marketing operations.
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Figure 4: Similar system used by the competetors of Deliveroo
(Source: towardsdatascience, 2020)
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[bookmark: _Toc131177412]Supply chain management system
The purpose of SCM systems is to improve operational efficiency, to increase customer satisfaction and to reduce costs. SCM systems allow businesses to track and manage the flow of materials and products, improve collaboration with suppliers and partners, and optimize inventory levels to ensure that the needed products are available when they are needed.
The value of SCM systems can be significant. By using these systems, businesses can:
●	Reduce costs: By optimizing processes and reducing waste, businesses can reduce the costs associated with procurement, production, transportation, and inventory management.
●	Improve operational efficiency: By automating and streamlining processes, businesses can improve operational efficiency and reduce the time and resources required to manage the supply chain (Craighead et al., 2020).
●	Increase customer satisfaction: By ensuring the needed products are available when they are needed, businesses can improve customer satisfaction and loyalty.
●	Improve collaboration: By providing a centralized platform for supply chain information, SCM systems can improve collaboration among different teams and departments, resulting in better communication and coordination.
●	Reduce risks: By tracking and managing the flow of materials and products, businesses can reduce the risks associated with supply chain disruptions, such as delays, shortages, or quality issues.

[bookmark: _Toc131177413]Customer relationship management system

The purpose of CRM systems is to improve customer satisfaction and loyalty by enabling businesses to provide more personalized and efficient service to their customers. CRM systems allow businesses to store customer information, track customer interactions and purchase history, and analyse customer behaviour and preferences. With this information, businesses can better understand their customers and tailor their marketing, sales, and service efforts to meet their needs.
The value of CRM systems can be significant. By using these systems, businesses can:
Improve customer satisfaction and loyalty: By providing efficient service and personalised as well, businesses can improve customer satisfaction and increase loyalty, leading to repeat business and referrals.
●	Increase sales: By understanding customer behaviour and preferences, businesses can better target their marketing and sales efforts, resulting in increased sales.
●	Reduce costs: By automating and streamlining processes, businesses can reduce the time and resources required to manage customer interactions, resulting in cost savings.
●	Improve collaboration: By providing a centralized platform for customer information, CRM systems can improve collaboration among different teams and departments, resulting in better communication and coordination (Gil-Gomez, 2020).
Overall, CRM systems are a valuable tool for businesses looking to improve customer satisfaction, increase sales, reduce costs, and improve collaboration.

[bookmark: _Toc131177414]Evaluation of strengths and weakness 

[bookmark: _Toc131177415]Strengths and weakness of supply chain management system in Deliveroo
“Supply chain management” (SCM) is an essential business function that involves managing the flow of goods and services from the point of origin to the point of consumption. SCM is critical in the success of any business, including Deliveroo, a food delivery company that operates in multiple countries (Zekhnini et al., 2021).
Strengths of SCM in Deliveroo:
●	SCM helps Deliveroo to streamline its operations, reduce costs, and increase efficiency in the delivery of food to customers.
●	SCM helps Deliveroo to manage its inventory levels effectively, minimizing waste and reducing the risk of stockouts.
●	SCM allows Deliveroo to build strong relationships with its suppliers, ensuring a reliable supply of food products.
●	SCM enables Deliveroo to respond quickly to changes in demand or supply chain disruptions, such as natural disasters, strikes, or supplier bankruptcies.
Weaknesses of SCM in Deliveroo:
●	Deliveroo relies on third-party logistics providers to deliver food to customers, which can lead to issues with quality control and delivery time.
●	Deliveroo may have limited visibility into its suppliers' operations, making it difficult to monitor quality control, delivery times, and other important metrics.
●	SCM requires significant investment in technology, staff, and processes, which can be expensive for smaller companies like Deliveroo.
SCM assists in making effective decisions on different functions like operations, sales, marketing, and finance in Deliveroo in the following ways:
Operations: SCM helps Deliveroo to optimize its operations, reduce costs, and improve the quality of its services, ensuring efficient delivery to customers.
Sales: SCM assists Deliveroo in managing its inventory levels, ensuring that it has the right products in stock to meet customer demand and reduce the risk of stockouts.
Marketing: SCM enables Deliveroo to offer timely and relevant promotions to customers, using data on sales and inventory levels to target specific customer segments.
Finance: SCM helps Deliveroo to manage its costs, reducing waste and optimizing its supply chain to improve profitability.

[bookmark: _Toc131177416]Strengths and weakness of customer relationship management system in Deliveroo

“Customer relationship management” (CRM) systems can have a significant impact on a business's ability to make effective decisions across various functions. Here are some strengths and weaknesses of CRM systems and how they can assist in decision-making for different functions:
Strengths of CRM systems:
●	A CRM system helps businesses track and analyse customer interactions, preferences, and behaviours (Migdadi, 2021). This information can be used to personalize customer experiences, improve customer satisfaction, and build stronger relationships with customers.
●	CRM systems automate routine tasks like data entry, follow-up emails, and appointment scheduling, leaving time for employees to focus on more important tasks like strategic planning and customer engagement.
●	By tracking customer interactions and preferences, CRM systems can help identify potential leads, cross-sell and upsell opportunities, and optimize sales processes.
●	CRM systems enable businesses to segment customers based on demographics, preferences, and behaviours (Oltra-Badenes et al., 2020). 
●	CRM systems provide detailed insights into customer interactions, sales metrics, and marketing campaigns. These insights can be used to inform strategic decision-making and optimize business processes.
Weaknesses of CRM systems:
●	Implementing a CRM system can be expensive and time-consuming, requiring significant upfront investment in software, hardware, and employee training.
●	A CRM system relies heavily on accurate and complete customer data. If data quality is poor, it can lead to inaccurate insights, inefficient processes, and missed opportunities.
●	A CRM system is only as good as the data it contains, and user adoption is key to ensuring that data is accurate and up-to-date. If employees are resistant to using the system or do not understand its value, it can lead to low adoption rates and poor data quality.
CRM systems can assist in decision-making for different functions in Deliveroo like:
Operations: A CRM system can help Deliveroo track customer orders, preferences, and complaints. This information can be used to optimize delivery processes, improve customer satisfaction, and reduce operational costs.
Sales: By tracking customer interactions and preferences, Deliveroo can identify potential leads, cross-sell and upsell opportunities, and optimize sales processes. This can help increase revenue and profitability.
Marketing: A CRM system can enable Deliveroo to segment customers based on demographics, preferences, and behaviours. 
Finance: By providing detailed insights into sales metrics and customer behaviours, a CRM system can help Deliveroo forecast demand, optimize pricing strategies, and manage cash flow more effectively. This can help improve profitability and reduce financial risk.

[bookmark: _Toc131177417]Challenges and Recommendation

Supply chain management is a crucial component of any business operation, and implementing a successful system requires careful planning, execution, and maintenance. Deliveroo, like any other organization, faces several challenges in deploying a supply chain management system. Some of these challenges include:
●	Complexity: Supply chain management is complex, with several interdependent processes and stakeholders involved. As such, it can be challenging to design, implement, and manage a system that meets the diverse needs of all stakeholders.
●	Integration: A successful supply chain management system must integrate seamlessly with other business systems and processes. However, achieving this level of integration can be challenging, especially if the organization is already using several disparate systems.
●	Data management: An effective supply chain management system requires accurate and timely data (Sung et al., 2019). However, ensuring data accuracy and consistency across all stakeholders can be a challenge, especially in a fast-paced business environment.
●	Resistance to change: Some stakeholders may be resistant to change, making it difficult to gain buy-in and support for a new supply chain management system.
To overcome these challenges and improve knowledge development within the Deliveroo organization, here are some recommendations:
●	Build a cross-functional team: A cross-functional team comprising representatives from all stakeholders can help ensure that the supply chain management system meets the diverse needs of all stakeholders. This team should include individuals from procurement, logistics, finance, and IT departments, among others.
●	Conduct a thorough analysis: Before implementing a supply chain management system, conduct a thorough analysis of the existing supply chain processes and systems to identify areas that require improvement. This analysis will help you determine the scope of the system and ensure that it integrates seamlessly with existing systems.
●	Advantage technology: Leverage technology to simplify complex processes and ensure data accuracy and consistency. Consider using a cloud-based supply chain management system that integrates with other business systems.
●	Provide training and support: Provide comprehensive training and support to all stakeholders to ensure that they understand the new system and can use it effectively.
●	Communicate effectively: Communicate the benefits of the new supply chain management system to all stakeholders and address any concerns they may have. This communication should be ongoing to ensure that stakeholders remain engaged and supportive of the system.
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Figure 5: Challenges of MIS
(Source:taxguru, 2022)

Challenges in Deploying a CRM System:
●	Data Quality and Integration: One of the main challenges in deploying a CRM system is ensuring that the data entered into the system is accurate, complete, and consistent. 
●	Resistance to Change: Another challenge is resistance to change. People are often resistant to change, especially if they are accustomed to working with existing processes and systems.
●	User Adoption: User adoption is a critical challenge in deploying a CRM system. Even if the system is well designed and meets the organization's needs, it won't be effective if users do not use it properly or do not use it at all. 
●	Integration with other systems: Integration with other systems is another challenge in deploying a CRM system. The CRM system needs to integrate with other systems such as accounting, inventory, and marketing automation. 
Recommendations to Overcome Challenges:
●	Ensure Data Quality and Integration: To ensure data quality and integration, organizations need to establish data governance policies and procedures. 
●	Overcome Resistance to Change: To overcome resistance to change, organizations should involve users in the CRM system deployment process from the beginning.
●	Ensure User Adoption: To ensure user adoption, organizations should provide adequate training on the CRM system and offer ongoing support. 
●	Integration with other systems: To ensure integration with other systems, organizations should invest in technologies that support integration, such as APIs and middleware. 
●	Improving Knowledge Development within Deliveroo: To improve knowledge development within Deliveroo, the organization should invest in continuous training and development for its employees. This includes training on the CRM system, but also training on customer service, sales, and marketing.
[bookmark: _Toc131177418]Conclusion 

In conclusion, Deliveroo has integrated the Supply Chain Management Information System (MIS) to manage and optimize its operations along with the Customer Relationship Management System. The MIS includes various components, such as the delivery partner app, restaurant dashboard, and customer app. These components work together to provide a seamless food delivery experience for customers while enabling restaurants to manage their orders efficiently.
Deliveroo's marketing strategy has also helped it establish a strong brand presence in urban areas. However, the company faces significant competition from other food delivery platforms and must continue to innovate to stay ahead of the competition.
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