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[bookmark: _Toc534557129]Introduction
This report will be about Tesco and the key factors that implements customer value within the business and how it can be maximised to its full potential. This report will also be about the systems which support the business and a critical analysis will be made in how those systems can be effective in relation to the meetings of customer requirements. Based on the research, this report will contain a lot of information which has been analysed which will be related to the case study. 
[bookmark: _Toc534557130]Customer Value
Customer value is one of the most important things a business must be aware of. In order to obtain and attract many customers, a company will need to make sure it has all the resources available to the extent of customer satisfactory. First things first, the company will need to know its own values and principles. After giving a long thought process the business will then need to think critically and quickly identify the important areas in which customers will be intrigued with. One thing that a business can do in order to make sure in meets the customers’ requirements is by doing a survey full of questions. This can be very helpful towards the organisation as it will give the public a chance to view his/her ideas and thoughts on how the organisation can develop customer value and requirements.
Customerthink (2016) customer value is the product or service that is worth to the customer against the possible alternatives. Customer value is such a precious jewel that a business can enhance. Focusing on investments for customers that are valuable and are guaranteed to visit the company more often is very important. obviously building a platform that can implement customer value is key. 
[bookmark: _Toc534557131]Tesco 
Tesco is an organisation which was built to serve its customers. It is the company’s main objectives to supply and help the customers with quality foods and items. The company even stated that it wants to be the champion in serving its customers. it is always up to date with every aspect of the company’s legislations. Whether it is the expiry dates, deliveries and customer service. Tesco’s mission is always attending customer needs and support. It will always try to improve its services to help achieve both the organisational goals and customer needs. The staff are always approachable and will try and attempt to solving any issues customers may have. Tesco always make sure that the customers get treated fairly and equally, Prezi.com (2015) mission statements are important to Tesco. It makes sure customers are given the best possible service and requirements.
The aims of Tesco are to supply groceries, electronics and clothing goods to the customer. Once upon a time Tesco was just a grocery store but now it has innovated itself of becoming a more versatile store. This is something which applies to the customers, the organisation really cares about the importance of increasing customer value, so it will do anything to create a more attractive store and environment to come shopping in. The store also does Clubcard’s, Tesco bank, Tesco mobiles etc. The organisation has been success and it is continuing the good work. There have been few hiccups within the stores but that hasn’t been able to over shadow the success. Tesco has now expanded from the UK to 11 countries in the world. In 2013 USA pulled out on establishing Tesco stores in the country but that hasn’t had a huge effect in the growth of the business. Gaining the trust with customers has been a huge boost for Tesco especially for the financial aspects. Its aims and objectives is to serve and sell foods and other products is the whole reason why the organisation was established.
Tesco also works with many charities to help tackle illnesses. These charities include Cancer Research UK, The British Heart Foundation and Diabetes UK. The organisation wants to help out on people living a healthy life. It shows the importance and care Tesco has that it is always trying to collect data from customers and looking at things in a strategic way. Having a successful strategy will be beneficial for the store to know what exactly customers are buying and can analyse the procedure in making sure that him/her are buying healthy. 
[bookmark: _Toc534557132]Critical Analysis 
From a critical point a view Tesco can and is still making improvements to best serve its customers. it is currently thinking about the whole operation and how it can improve the way the supermarket is run in order to improve the customers shopping trip. Personally, Tesco should think about installing more self-checkout systems. Obviously, the supermarket has already put the systems in place but for a large Tesco superstore it will be more convenient as it gets so many customers every day. Having more self-checkout systems, in will not be time consuming and customers won’t have to wait in long cues to make payments in the tills. In order to maximise customer value Tesco can still develop and make more improvements, being big or local stores. Tesco is also missing out on huge sales, content and traffic. Customers are now doing more research online to see whether Tesco can meet his/her requirements. Customers think supermarkets should be more adaptable and versatile and sale a lot of things other than food. Dijitul (2018) the awareness phase is no different to a digital marketer. A customer will know the type of smartphone it wants to purchase. There are five levels of customer buying cycle. These are; Awareness, Consideration, Preference/Intent, Customer Purchase and Repurchase. 
[bookmark: _Toc534557133]Maximising Customer Value
Customers are always in the lookout to see what new things Tesco has to offer. This is very important for the supermarket in terms of improving and increasing customer value. There should be a marketing strategy which should be in place where the business can identify the key areas which its lacking to meet customer requirements. The changes can have a huge influence on the organisations increasing of customer value. Awareness; can help customers identify what he/she needs and make the company realise what it is missing out on. Consideration; Is where customers will start to evaluate on whether the business meets its requirements. Preference/Intent: This is where the customers will decide on making purchase. Customer Purchase: This is where customers will start to order and purchase items online, repurchase; the customers have a great experience shopping online and will shop again. Tesco can also think about the prices for certain food and groceries. A lot of times some customers will complain about the prices which have been tagged into certain items which for him/her will be deemed as expensive. The organisation will need to investigate this situation and try and come up with a compromise which can benefit both the business and the customers. 
Valuing customers is a precious tool, gaining trust and expectations can be challenging but essential for the business to enhance customer value. Customers are the heartbeat of the store and the reason why the business exists till now. 
[bookmark: _Toc534557134]Systems of the Organisation
Tesco has several systems which are related to the quality process of the organisation. These elements have a big influence on the company and how it is operated. Customers would want to make sure that the business is able to supply all the requirements of the customers and by doing so will always be on the look out and be observant of anything changes that could happen. Some of the systems can include; Quality Management, Product systems, Training and Development Programs and Supply chain labour Standards.
[bookmark: _Toc534557135]Quality Management
Quality Management of Tesco focuses deeply on the relationships between both the business and customers. Managing all the products and items is crucial on securing customer requirements. Quality management looks at Safety, Quality and legality. UKessays (2018) The ability to meet customers external and internal requirements is crucial.
· Safety: All the products must meet the standards of the business
· Quality: The Products must look the par and even look very tasty
· Legality: All the legal requirements must be met i.e. the labelling of the foods and items. 
[bookmark: _Toc534557136]Systems
Tesco is always focused on providing customers with best available products which at the same time meets the safety and legal requirements. The business has different range of manufacturing and farming standards which covers the food, groceries, clothing and electronic products. The business has a very high commitment on making sure it covers all the bases and it is ready to deliver and supply to the customers. online shopping is another system which has been established by Tesco, it gives an opportunity to the customers to research the products he/she want to purchase or order. Self-Scan Checkouts, Organisation, Tesco Bank and opened for 24 hours are all systems which are productive and provide all the requirements of the customers. Each system was developed to assist the customers and provide the best possible service, it is why Tesco has become one of successful groceries and has obtained massive revenues of the years. 




[bookmark: _Toc534557137]Self-Scan Checkout
The self-checkout system has now made it easier for customers pay what he/she wants to buy. This system has become a big help for the customers as it saves time for him/her to wait in long cues for the till. For Tesco it is a huge stamp point for the business as it widens the customer service and helps the business to be more productive. Like how it’s done in a manned cashier, the customers can scan barcodes, input fruits and vegetables using the touchscreen system, weigh certain foods and products and then place all the scanned items in a bag. Installing the self-checkout system, customers will be able to purchase and cancel any food or products that he/she wants to buy or discard. It makes it easier for those customers that don’t really like to interact with the staff and can go straight to the self can system rather than the normal cashiers. Introducing the self-scan systems has reduced labour cost and the store can save space which can be used for more shelving, display cabinets or other customer service requirements. Tesco Self Scan Checkout video (2012) the following title of this video is about the scan checkouts in Tesco.
From a critical point a view, having self can checkouts has reduced interaction with staff and customers. This is something mist customers aren’t happy with, majority of those customers still prefer the manned cashiers as it involves direct conversations and interaction with the staff. This is something which Tesco must look at as it is important for the business to have interactions with the customers.
[bookmark: _Toc534557138]Organised
Organisation isn’t something which will automatically make people think that it is a hardware system which keeps the store flowing and reaches the requirements of the customers, but it is something which is very important and appealing to the customers. Every customer that walks into a Tesco store would want to see things clearly and make sure he/she can identify the things that him/her might need. Having a organised store will only enhance a level of consistency to customer service and bring a lot of productivity. Tesco has always been a well-managed and organised store and often spoke about being the best groceries store. Every aisle is nicely set out and everything is labelled clearly. Each aisle has its own department in terms of what food and products can be purchased from. This makes the store appealing for the customers to come and shop. Organisation plays a major role in customer service, it gives a indication of productivity among with the store and it portrays a welcoming atmosphere for the customers. 
[bookmark: _Toc534557139]Opened 24 Hours
Tesco is open for 24/7. That is a massive advantage for the business to have because it allows customers to come into the store late at night. This is a great service and one which benefits customers. It won’t be as busy as it usually is because of the timing and how late it is at night but still makes it more convenient for the customers to come and shop. However, with all the positives, Tesco is planning to end the 24 hours opening times since it wants to adjust to the customers bad habits to improve on the company’s profits because of financial needs. Independent (2016) long opening hours are now seen inefficient for the supermarket thus it has planned to the change the whole model across 50 stores.
From a critical point a view this might affect the customers that normally come to shop at night, for the store to maintain customer requirements it must come up with a compromise and one which can benefit both the store and customers. It will seem like a good service for the customers that the store is opened for 24 hours but it isn’t something straight forward and at the same time can have a negative effect in the business. When the store open during the day time it is expected and known that the store will be busy at those times
[bookmark: _Toc534557140]Ethnical and Cultural Values
Another quality process of Tesco is supplying foods from all different parts of the world. Whether its Indian, Italian, Chinese, Greek etc. This is very good for people from different backgrounds and cultures. It shows the versatility of the store and how it wants to provide groceries and foods from other countries. There are a lot of moments and situations from the year that having multicultural foods is very beneficial for none British customers. For example, during the month of Ramadan, many Muslim customers that come to shop in Tesco would want to things which he/she can use and eat during the holy month. The foods which Tesco offers during that time can be things like dates which Muslims eat to break their fast. Not just for Muslims, people that are Hindu will get provided with things which can used for the festival of Diwali. It goes to show how the business values customers from different countries and try to sale and offer things which might be appropriate to him/her.
During the festive period, the stores will be decorated with Christmas decorations and there will be special offers for customers to buy for his/her Christmas shopping. This is a great service to the customers. The Tesco stores will be hectic and extremely busy during those times which is beneficial for the financial aspects of the business. 
[bookmark: _Toc534557141]Clubcard 
Tesco Clubcard’s was introduced to help customers gain points for every £1 he/she spends in the store or online. This helps the store turn the points into vouchers for the customers to use. This is beneficial to the customers as it saves the weekly groceries, fun day outs even more. for a maximum of 150 points, the customer will get £1.50 Tesco voucher. Tesco clubs helps customers earn points on anything that he/she purchases whether its food, fashion, hardware, mobile phones, petrol, technological goods and even banking. Gaining vouchers will help customers with special deals etc, this will also allow the people to not having to spend his/her money and can use the vouchers instead. 
Tesco is also using the data in Clubcard’s, marketing and partnerships in order to influence customers to make healthier decisions. This is another indication on how the store thinks so much of the customers that it is willing to come up with a system or solution to help customers realise of health and nutrition. Marketing week (2018) Tesco insight on 16 million customers that shop in the store across the UK. In order to develop a health score, the company must collect the data for every basket sold in the store. 
[bookmark: _Toc534557142]Training and Development
Tesco does train and development programs. It is beneficial for the business to train its employees to the jobs he/she will be carrying out in the company. When it comes to training, Tesco is very flexible and has a structured approach to the procedure. In order to gain the trust of the customers and fulfil the requirements, the staff must learn his/her trade and develop into the best customer service people out there. The company offers on job training and off job training as well. Some of the methods includes, shadowing a person whom is already at the job, coaching the manager will help the trainees work though problems and find solutions, mentoring an experienced staff will act as an adviser and taking full responsibility on a temporary job for short term basis. With the inclusion of training and developing programs, Tesco has become more productive, organised and flexible thus being able to meet the requirements of the customers. Business case studies LLP (2018) Tesco’s business image is also beneficial as customers are more knowledgeable and confident in trusting the staff. 
[bookmark: _Toc534557143]Online Shopping
Tesco online shopping has become a success over the years. It has allowed customers to purchase foods and have it delivered to his/her home. It gives the opportunity to the customers to have a better look at what Tesco is selling and offering online. Sometimes there will be special offers for certain foods and items. Tesco has offered this system to the public as a resource in reaching the requirements of the customers. There are some items which cannot be found in the actual Tesco stores, however going online can sometimes be identified by the customers. Online shopping helps those customers that have limited time to shop in the stores, by shopping online it saves time for his/her from coming to the store. Retail Insider (2013) Recently Tesco celebrated its 17th birthday of the launch of online service. From then Tesco has become the most successful and undisputed king in making revenues which estimated £2.5 billion. 
This shows the success in online shopping and how it developed excellent customer service. The public have enjoyed the online service and became very convenient for the business to establish. Tesco has shown more of a versatile approach to its customers by the online service. 
[bookmark: _Toc534557144]Tesco Bank
Tesco bank was first established in 1997. It covers and deals with all key aspects like a bank would do like handling current accounts, mortgages, credit cards, loans, saving accounts, insurance and foreign currency exchange. Tesco bank also deals with customer services which will help deal with customer complaints. Tesco banking provides all the important sources which people and customers will need assistants with. The bank is there to provide extra customer support and will try and meet all the key requirements for the customer. Tesco bank is something which gets overlooked by many people but in truth the system is here for anyone especially for those people that shop in Tesco, he/she will have a direct relationship with the stores. This system is a quality process which many people prefer not to take, from the outside the bank may be seen differently from other banks but as mentioned, it provides many services which are important for every day life. Tesco bank has also a 50-50 joint venture with the Royal Bank of Scotland. 
[bookmark: _Toc534557145]Critical Understanding
All the systems that have been mentioned are effective and meeting the needs of customer requirements. It is important to analyse the situation and for Tesco is essential that the store reflects upon the improvements which the company can make but having said that the systems which the store is operating with has been very effective towards the customers making sure it has the full capacity to fulfil the needs and requirements for the customers. critical understanding is a form of thinking, there various ways in which critical understanding can be formed and used such as; formal and informal speech and academic writing. Self-scan checkouts, organisation, World Groceries, Tesco Clubcard, opened 24 hours and Tesco bank have all been effective for customer requirements. There will always be room for improvement for any cases, providing the requirements of the customers takes a long thought process. For a suggestion, Tesco organisation should analyse any key functional area within the business and try identifying the problem.
This must be taken seriously for the benefits of the customers as the stores wouldn’t want to miss out on anything. One positive which Tesco can see is the potential on growing the organisation to the absolute maximum. 
[bookmark: _Toc534557146]Conclusion
By concluding this report, it is understood why customer value is very important for business to recognise. Tesco as an organisation values and appreciates its customers and will continue delivering excellent customer service. In the beginning it was explained why customer value has such importance to a business. Valuing customers will only be seen or indicated by the services and resources a business provides. In relation to Tesco it was about the excellent customer service and how the staff in the stores are helping and will try rectifying any problems a customer might have. As mentioned, the aims of Tesco are to sell foods and other items being clothes or technological goods. Satisfying customers isn’t going to be easy but it’s a challenge in which Tesco was first established. The long-term plan of Tesco is to continue doing the positives which is carrying the excellent customer service. Having analysed the critical perspectives, Tesco is still looking to and develop its services, as mentioned customers are doing mote research online to see the foods and products Tesco is selling. 
Most of the times customers will get annoyed and frustrated on seeing the same things everyday and will become judgmental on the fact that Tesco is sitting still and not providing more products and items. The prices of certain products are another factor in which the store must look at. Maximising customer value is a process which will grow gradually. From day one Tesco’s mission was to deliver and provide the best foods and products to customers. Customers will be aware and sometimes be critical if the store is lacking something which could relate to customer requirements. Quality management is one of Tesco main purposes as mentioned. It looks at the safety, quality and legality of the products. Managing the store is a big task but something which must be the priority of Tesco in order to provide for the customers. Self-Scan checkout, organisation, opened for 24 hours, ethnical and cultural values, online shopping, club cards, train and development and Tesco bank are all systems which are providing and meeting the requirements of the customers. By understanding from a critical point, a view, the systems can still be improved on for the benefits of the customers, it is important fort any business to identify the strengths and weaknesses it has and how it can be improved on. Finally, it is fair to say that customers are the heartbeat of Tesco, with customers Tesco wouldn’t be able to make so much money and might not have still existed today, customers are the crown jewel of any business and Tesco is right up there. 
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