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Introduction

I have been a self employed proprietor of my own minibus company providing service to independent secondary schools for the last twenty years. However, for this report, I have chosen Sainsburys as my daughter works as a departmental manager in one of their stores.

The customer experience is going to be one of most important tool for the business to deliver the next level of competitive advantage. This customer experience  has to be one of the most important tool available to the business to not only generate new customer in the business but also is useful for retaining and predicting the customer locality in a very effective way (Maklan, 2011). But this new approach of customer satisfaction and loyalty developments is not yet widely used in the industries. One of the important gaps is the use of data for this informed decision making process 
The UK high street retail industry, where Sainsbury Supermarket is the second largest business, is facing strong competitive forces from the changed business environment.
The contemporary marketing literature and the marketers are researching independently and  expressing their experience in the field. Theses literatures are showing some important approaches which are being currently adopted by the markets for improving customer experience (Lemon, 2016). One of the important approaches is the business intelligence use for the customer experience and engagement development. In this process the data collected from different touch point of the business are used to develop real-time engagement with the customer to improve experience. 
 In this report the goal would be to understand the CX with respect to the current literature and then develop further understand by using the business case study of Sainsbury Supermarket. The case study would reflect on the organisational abilities influencing factors for delivering the customer values and  the organisational operational system centric discussion would also be done to further develop the understanding.   
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