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1. [bookmark: _Toc403508530]Background Literature and Research Aim/Objectives

[bookmark: _Toc403508531]Tesco
The BBC (2013) reported that at its peak one pound in every seven spent in the UK went into a Tesco till.* 
“It's the UK's biggest retailer by sales and also the nation's biggest private employer, with more than 330,000 staff working in 3,146 stores. Pre-tax profits are in the billions and its achievements and failures make national, often international, news” (Winterman, 2013)
Tesco was founded in 1919 by Jack Cohen. He began by setting up a market stall in London’s East End. Since 1919 Tesco as a business has grown and now operates in 12 countries worldwide (Tesco, 2014).
Tesco launched their first customer loyalty scheme in 1963. The Green Shield Loyalty scheme was a scheme where customers collected stamps at the checkout on each visit. Stamps collected could then be exchanged for goods from Tesco catalogue (Tesco, 2014).

[bookmark: _Toc403508532]Loyalty Schemes
There are a number of purposes for customer loyalty schemes, the main one being to gain and retain loyal customers. “A customer loyalty scheme’s primary purpose is to build a relationship with customers that turn them into long-term loyal customers. The second main goal is to attract new customers through loyalty schemes.” (Butscher, 2002, p. 39). An example of this would be satisfied loyalty scheme members increasing their word of mouth advertising through positive loyalty scheme activities, such as cause-related promotions- “In the computer for schools initiative, Tesco boosted customer loyalty and attracted new shoppers to its store by rewarding customers with vouchers that could be redeemed to help local schools obtain free computer and computer equipment.” (Egan, 2014).  
Tesco’s most successful scheme is the club card scheme, this was launched in 1995, and this scheme offers customers 1 point for every £1 they spend at Tesco. Customers can then exchange these points for vouchers to spend in store for example 500 points can be exchanged for a £5 voucher. (Cristie, 2013)
The telegraph (2013) states that Tesco currently has 16.5 million active club cards, however the report also suggests that customers are using their loyalty cards less. 
“This was borne out in a survey by payment provider WorldPay, which found 8 million consumers making less use of their loyalty cards today than a year ago.” (Cristie, 2013)
Tesco recently launched a new scheme called the fuel save scheme, Tesco describes this “scheme as an “industry first” initiative to save shoppers money on their fuel purchases.” (Yeomans, 2014) 
Another loyalty scheme recently launched by Tesco was the Tesco Price Match. Here products are price matched to other major Supermarkets and if the customer could have purchased the products cheaper elsewhere. Tesco would refund the difference at the till. 
[bookmark: _Toc403508533]Customer Retention
[bookmark: _Toc403293599]Customer retention can be defined as “an assessment of the product or service quality provided by a business that measures how loyal its customers are. Customer retention statistics are typically expressed as a percentage of long term clients, and they are important to a business since satisfied retained customers tend to spend more, cost less and make valuable references to new potential customers”. (businessdictionary , 2014).
 
[bookmark: _Toc403293600]Forbes 2012 state customer retention plays a major role in a company’s growth, and present a few notable statistics from large organisations.  “According to Bain and Co., a 5% increase in customer retention can increase a company’s profitability by 75%. Gartner Group statistics tell us that 80% of your company’s future revenue will come from just 20% of your existing customers. One final statistic provided by Lee Resource Inc. stated, attracting new customers will cost your company 5 times more than keeping an existing customer.” (Forbes, 2012). 




2. [bookmark: _Toc403508534]Aims and Objectives of this Study
[bookmark: _Toc403508535]Research Aim
The aim of this dissertation is to critically analyse Tesco Customer Loyalty Scheme and its effectiveness in retaining customers.
[bookmark: _Toc403508536]Research Objectives
The Research objectives are as follows:
1. To conduct an extensive literature review on the Tesco Loyalty Scheme
2. To produce primary research of investigations to evaluate the importance of the Loyalty Scheme to Customers
3. To use Secondary Research to understand the information already written in regards to Tesco and their loyalty scheme.







3. [bookmark: _Toc403508537]Research Methodology
Research can be described as the systematic, controlled, empirical and critical investigation of hypothetical propositions about presumed relations among natural phenomena (Matthews & Ross, 2010)
Kumar (2008) defines research as an “intensive and purposeful search for knowledge and understanding of social and physical phenomena.” 
These definitions show that the term research is used lightly for a wide range of meanings. 
However Walliman (2005) argues that many of the everyday uses of the term ‘research’ are not the true meaning of the word research. As part of this, Walliman highlights ways in which he believes the term is used incorrectly:
· just collecting facts or information with no clear purpose;

· reassembling and reordering facts or information without interpretation;

· as a term to get your product or idea noticed and respected.

[image: http://writepass.com/journal/wp-content/uploads/2012/06/Research-Onion.jpg] Cohen et al (2007) suggests that the Research Methodology refers to the research process. It is seen as a “way to systematically solve a research problem” (Kumar, 2008). Saunders et al (2007) has illustrated the research process in the form of an onion, known as the research onion. This Research Onion will be used as guide to accomplish the research aims and objectives.
Figure One. The Research Onion. Saunders et al (2007)

[bookmark: _Toc403508538]Data Collection Methods
There are a number of data collection methods; the following represent the major alternative research methods with regard to data collection: 
· Secondary data collection,
· Case studies,
· Experimentation,
· Observation/ethnographic,
· Interviews and surveys.
· Action research 
(Lancaster, 2007)  
“The rise in internet usage and computer-mediated communication has also had an impact on the research community (Wright, 2005). (Anthi Katsirikou, 2010). Due to this an increasingly popular data collection tool is online questionnaires.  For the purpose of this dissertation online questionnaires will be used to determine whether Teso’s clubcard plays a part in its customers being loyal. This will be achieved by asking customers of Tesco to complete the questionnaire by posting it on Tesco’s Facebook page. The questionnaire consists of both open and closed questions, meaning combining both quantitative and qualitative data.
There are a number of advantages and disadvantages to using online questionnaires.  “According to (Wright, 2005; O’Neill 2004) The most apparent advantage being cost, time and the removal of geographical and temporal boundaries”.   (Anthi Katsirikou, 2010).  The major disadvantage to this type of data collection is “there is the element of bias that is introduced (O’Neill, 2004)” as not everyone can access the internet. (Anthi Katsirikou, 2010).
Both primary and secondary data collection will be used for this dissertation. Primary data will be collected through questionnaires specifically for the purpose of the dissertation to determine whether or not loyalty schemes really make customers loyal. Secondary data will also be obtained, using academic journals, credible websites, and text books. 
The questionnaire will be aimed at anyone over the age of 18 that use the Tesco Club card Scheme. A recommended response from this dissertation questionnaire will be a minimum of 100. This will allow for more accurate data for analysis.
[bookmark: _Toc403508539]Ethical Considerations of the Research and Limitations
This dissertation will only use candidates over the age of 18. Before a participate will be able to answer the questionnaire they will have to confirm that they are over 18, this will help to ensure that no vulnerable children will be involved. This qualitative research dissertation will also be confidential and unbiased. 
[bookmark: _Toc403508540]Data Analysis
The questionnaire for this dissertation will be done using Google doc. Once the information from the questionnaires has been received they will be complied into qualitative and quantitative data in the form of charts and graphs. 








4. [bookmark: _Toc403508541]Resources and Planning
There are a number of resources that can be used for investigation within this dissertation. The first resource that will be used will be the internet; it will be used to gather information and articles that will be able to aid in the investigation for the dissertation. The advantage to using the internet is that a lot of information can be gathered quickly, however not all the information on the internet is reliable so this would be a disadvantage. The main resource for this dissertation will be the university Library and Online Library, by using these resources all the information will be reliable and will give a detailed look into the areas that will be investigated.
In order to generate the questionnaire Google doc will be used. 
For the planning of this dissertation a Gantt chart will be used. This will outline all the major dates and time scales throughout the dissertation. Please see Appendix for Gantt Chart.
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