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Introduction


In this module I will be looking in detail to how Tesco benefits using Information Systems for their business. I will also explain how Customer Service Management (CRM) Information gets fed into their system and how it helps the system to organise, store and distribute the information. I will also look at how CRM can be received from Tesco systems itself.
As IT systems help Tesco to have an advantage over their competitors, I will explain in detail to how Tesco has been able to achieve their strategies and goals using the technologies.

We are aware that Tesco will face a lot of challenges when they try to implement the new ERP systems. I will look at a wider context and identify possible challenges and explain them briefly. 
I will also be producing and preparing a plan in how I think Tesco should follow to implement the new ERP System. I will identify necessary activities needed to complete each state and a timeline for the process. 


























Benefits of using Information Systems at Tesco

Tesco is a multi-million business and therefore has to use multiple different sorts of information systems to operate. 
There are four main types of systems that Tesco currently use, they are the Information System (IS), Customer Service Management (CRM), Supply Chain Management (SCM) and the Transaction processing system (TPS).

One new advantage Tesco is currently trying out is the “Shop and Go” app. This app provides customer’s to scan barcodes and pay for their shopping on their smartphones instead of waiting at a queue at the till and then allowing them to walk out of the store. This is a very good advantage for Tesco as it saves them employing more staff which saves them money and also the customer’s are doing their own self service at their own paste and does not have to be rushed.

According to Prezi.com, 2021 “The supermarket said it is using heat sensing technology to monitor lines at tills. They also said that improved scanners, better self-service tills and checkout cameras were being used to reduce queues”

Transaction Processing and Management System

By Tesco using the Transaction processing systems and the Management system Tesco benefits a lot as these automated systems help Tesco to make a profit and succeed in their goal.                                                                                                                                                                                                                                                                                                                                                                                                                                                                                            The Management systems at Tesco helps the business to run efficiently with stock replenishment and analysing sales figures.
Using these systems Tesco has been able to store, organise and distribute data and information in large amounts. Therefore Tesco has been always able to keep up to date so that all the information is accurate and consistent. Like any large or small business Tesco depends on IT as it plays an enormous factor in their day to day running of the business.

According to Bartleby Research (2021) “Management information system (MIS) is a computer that based system which provides Tesco managers to planning, developing, and use of the information technology to perform all tasks that related to the information processing and management”


Tesco is a multi-million business and therefore for it to do anything manually is almost impossible and Tesco cannot survive without the use of technology. During these modern times there is more use of digital use, therefore Tesco is now always ahead to experiment new technology as they rely on it the most for their business to succeed and achieve their goals.

Management Information System (MIS)

One of the main systems Tesco relies on is the Management Information System as known as “MIS”. This system is very crucial for Tesco to survive as Tesco has to deal with masses of data which they then have to convert the data they received into information. Tesco then needs to analyse this information into making decisions for their business in order to succeed the achievements of Tesco’s objectives. For Tesco you can more or less say MIS is essential for Tesco to survive.
The input MIS provides to Tesco is that MIS could be considered as a mechanism which enables the necessary information to be available to Tescos managers so that they can access it whenever needed. MIS allows Tesco to process the information and then helps Tesco with any decision making. As Tesco is the third largest retailer in the world, this system clearly helps. 
Tesco’s organisation enable them to process data into accurate and up to date information which is extremely crucial especially for the Managers.

According to Terry Lucey (2005), “A system to convert internal and external sources into information and to communicate that information, in an appropriate form, to managers at all levels in all functions to enable them to make timely and effective decisions for planning, directing and controlling the activities for which they are responsible.”

































How Tesco uses the Customer Service Management (CRM)

The Input mechanism of CRM system used by Tesco is a technology which manages all their affairs and relationships with their customer’s and potential customer’s by interacting with them. The Input of the CRM system is very crucial to Tesco as it lets Tesco’s customer’s and their potential future customer’s contact Information to be accessed which then allows them to identify sale opportunities. The CRM system also enables Tesco to record any service issues Tesco might have, it provides all the Information for Tesco in one central location so that its available to anyone at Tesco who might need it.

According to Salesforce, 2021, “A CRM system can give you a clear overview of your customers. You can see everything in one place — a simple, customisable dashboard that can tell you a customer’s previous history with you, the status of their orders, any outstanding customer service issues, and more”


The Processing mechanism system used by Tesco is firstly by generating their own brand awareness. Tesco’s main step is to acquire new customers that could be introduced. The processing system is about Tesco learning about their targeted audience. Tesco’s market researchers would conduct a research on behalf of Tesco to identify their customers targets demographics of their customer’s interests and preferred channels of communication. This way Tesco would have an idea to what their customer’s respond most to and what they mostly care about.
Tesco is then able to create a segment and put their targeted audience into small groups depending on their similar interests or demographics. This will help Tesco’s market researchers to identify which types of the public is most likely to become customer’s and who they should target.
According to Zendesk, 2021, -


The Output mechanism system used by Tesco helps them to test the marketing and identify and configure what works and what does not. It also helps to track and monitor their customer sales journey from the beginning to the end, all from one place. The output system would then enable Tesco to sell more efficiently and deliver the best customer service experience for their customers. It will also help them to close major deals. Tesco would then have access to real-time reports and would be able to keep up to date with what’s going on around them. The reason accurate forecasting is crucial for Tesco is because this report would give them the information Tesco needs to make critical decisions and hit their targets.

IT systems is an enormous part of Tesco which helps Tesco to succeed in making a profit. One of the main and important advantage for Tesco is that they are the strongest company for their own brand marketing. Their brand, their name is one of the main factors that stands out compared to their competitors and Tesco has achieved this through their own hard work. 
According to IPL.org, 2021 “Through this competitive advantage Tesco has led to profit growth. The company can reduce costs and also reduce price because price ad service most important things to company which is they are extremely slick logistic organization”

Tesco has the advantage in which they are able to hold in and maintain their cost leadership. This enables Tesco to have the lowest cost in their industry which enables them to offer their products and services to a larger market at the lowest prices possible. This enables Tesco to price their products and services competitively and also help them control their operating costs which then generates high profit margins for Tesco.
Another crucial IT systems Tesco uses is the Internet. The Internet helps Tesco to control their stock in order and keep their deliveries recorded. This also analyses Tesco’s business transactions.
The IT system is a mechanism tool for Tesco, this ensures information is available to Tesco’s managers the way that is suited to them the best. The IT systems are designed to support their daily projects through providing relevant necessary information for Tescos decision making.
According to Fern Fort University 2021, “The Porter Five (5) Forces are:” -
· Threat of New Entrants
· Bargaining Power of Suppliers
· Bargaining Power of Buyers
· Threat from Substitute Products
· Rivalry among the existing players.





Tesco tackles threats of their competitors by introducing new services and products as this helps bring in new customers as well as giving old customers a reason to continue buying their products and use their services.
Tesco is able to build an efficient supply chain with well known and well reputated suppliers. Tesco has the facilities to experiment product designs using different materials so just incase if the prices go up of a certain raw material, Tesco then could search for another supplier who will provide it at a cheaper price.
As Fern Fort University, 2021, has stated “Tesco Plc can tackle Intense Rivalry among the Existing Competitors in Retail industry”
· By building a sustainable differentiation
· By building scale so that it can compete better
· Collaborating with competitors to increase the market size rather than just competing for small market.




















How IT Systems help Tesco get an advantage over their Competitors

Stock Counter - RFID

Tesco uses many different IT Systems in order to stay ahead of their competitors. For instance Tesco currently uses the “Stock Counter”. The Stock Counter has been introduced in order to make their employees lives more easier who works within the stock counting department. The new RFID-enabled barcode for their clothing line F&F have been introduced in-store which allows their products to be automatically counted. This saves a lot of time for Tescos employees and customers, for example if a customer wanted to know of an item which was not on the shop floor they could easily go to the counter and Tesco’s employees could easily check if they have any in their warehouse using the RFID system.

According to “Matt Newby”, 2016, ““The deployment has given the business its most accurate real-time view of inventory accuracy yet. Tagged products are scanned every time they enter the store, before tags are removed at the point of sale.”

If This Then Than - IFTTT

Another IT system that Tesco have currently con-joined with is “IFTTT” which is short for “If This Then Than”. This gives Tesco’s customers the ultimate shopping experience as this app makes a customers life more easily efficient. The way is does is if a customer had a certain item on their watch list or it’s something they regularly buy the system automatically detects this and when the item is on sale, the customer gets a notification either on their app or they receive an email.

According to “The Work Room”, 2016, “An app which allows you to connect other active apps to each other and combine how and why you use them, to make a customer’s life more efficient”

Bring Your Own Device - BYOD Integration

The “Bring Your Own Device” as known “BYOD Integration” is used by Tesco’s store managers and their employees to download. This will enable them to login and keep a live real time record of products available by just simply scanning a products barcode. Therefore, if there was a shortage of a popular product or item Tesco could easily restock it as soon as possible before it completely runs out so that they do not lose any sales.

This will assist in Tesco’s employees to be more fast and efficient in dealing with their customers demands and requests as they would be able to obtain an accurate reading of in-store products instead on making the customer wait which would be time consuming.

Mobile Payments App - PayQwid

Tesco have introduced their own in-house mobile payment app which is known as “PayQwid”. As there are other mobile apps available which customers could also use such as Apple Pay and Samsung pay, the advantage of using Tesco’s in-house app is that customers are able to spend up to £400 and also automatically have their Clubcard loyalty points added to their account.

According to “The Work Room”, 2016 “Tesco are now the first grocer in the UK to have a mobile payment app niched to their store but how hard are other retailers going to have to work to convince customer to download their app”

IS/IT systems which are mainly used by Tesco helps them in many ways in order to stay ahead of competitiveness with other similar businesses. Tesco has a lot of competition and in order to stay ahead Tesco has to deal with a lot of factors such as Brand Marketing, Price and Promotions, Inbound Logistics and Operations.
I will now explain the Customer Service Management (CRM) in more detail as to how Tesco uses it for their benefit. 

Tesco’s main objective is to gain their Customers satisfaction and in order to do this they are focused on providing the best customer service possible. Tesco is aware if they receive negative feedback from their customers due to their staffs behaviour or lack of attitude their customers would not want to come back and look elsewhere. Therefore Tesco uses the “Mystery Customer Shopper” service where someone actually marks them of their customer service provided and gives feedback whilst the employee is unaware they are getting marked.
The reason Tesco uses this service is so that if something is missing or they are lacking in a certain department then Tesco could provide extra training to their staffs. 
Tesco also has a completely separate counter for customer service for their customers who need assistant and help so that their customers do not have to wait at a normal till and could be served more faster and efficiently. 

The reason Tesco is so focused on their Customer Service is because they like maintain long-term relationships because that is the key to keep bring customers back. Tesco is focused on enhancing their Customers loyalty and therefore they have introduced the purpose of offering their customers the opportunity to apply for their Clubcard from 1995, this lets the customers become a membership of Tesco. By Tesco offering this Clubcard they are letting the customers be apart of them as the Clubcard helps the customer accumulate point when they shop at Tesco and provides special offers and discounts compared to someone who does not have a Clubcard.

As quoted by ICMRIndia 2021 “The data collected through these cards formed the basis for formulating strategies that offered customers personalised services in a cost-effective manner”.


What Challenges Tesco has to face when implementing the new ERP System

According to Oracle, 2020, “An ERP system is a suite of software that supports many business functions, from accounting to human resources to sales and marketing to engineering.

Reasons why EPR Implementation could be challenging for Tesco

The reason an ERP implementation could become challenging for Tesco is that it could affect Tesco’s whole entire organisation as an ERP implementation affects the whole of the business process. Due to this one of the tough challenges Tesco will be facing is getting their current users and business functional groups to change their old set ways in order and focus on working with the new solutions provided.

The most known and common ERP implementation challenges

The most known and common ERP implementation challenges include:  Projection Management, Project Planning, Data Integration, Data Quality,  Change Management, Cost Overruns and finally Continuous Improvement. 



What the Project Management entails

The Project Management entails multiple phases from the start to finish. Tesco would need to take an extra close look at this phase as it concludes the discovery and planning process, the designs along with the development. This phase also includes data migration, the testing , the deployment, the support and finally the post-launch updates which of course is crucial for Tesco.

Project Planning Phase 

During the Project Planning phase there is a chance that Tesco could underestimate the time and budget which would be necessary crucial for a successful implementation which would effect Tesco’s business.  
There could be an issue for Tesco if there was an unknown feature which Tesco did not recognise and was unaware of and it was not part of the original plan which was originally set. Therefore this could cause budget overruns for Tesco. Due to this there is a slight chance that Tesco could underestimate their employees needs

Reasons ERP Implementation could also benefit Tesco

However the reason a ERP Implementation could provide an advantage for Tesco is that it will provide an accurate source of data for the whole of Tesco’s organisation. As Tesco has been operating for some decades now, it could be more challenging for Tesco to find all their data and put it into one source. When they first started off, their data could have been on spreadsheets and paper, which would almost be impossible to find now. Tesco’s information could be spread wide across their organisation and is possible it could also be buried deep in their accounting systems which possibly they might not have access to it now.

What storing Data could provide for Tesco

Storing data could provide difficult for Tesco as the data they collected from themselves could prove to be inconsistent, such as the names spellings and addresses could be inaccurate now. There is also chance that Tesco’s previous customers and suppliers have since gone out of Business.













Steps Tesco should follow to implement the new ERP System

Some of the steps Tesco needs to follow is by having a strong set of management people.
Tesco needs to set realistic expectations, time frames and milestones as these are essential for Tesco’s success, they also need a two-way timely communication system so that everything goes according to plan.
Tesco must be aware to avoid certain issues they need to make a complete clear and realistic plan from the start.
According to Oracle, 2021 “A realistic project plan that acknowledges possible speed bumps and minor cost overruns and addresses them in advance will simplify that decision-making process and keep the project on track”

Also a well-planned data migration can help Tesco to keep the whole of their ERP implementation project on budget as well as on time. By doing this it could prevent Tesco to avoid certain issues and inaccurate or duplicate data which is already on their system.
For Tesco it would be in their best interest to clean out duplicate data and also insert missing values before they actually migrate their data to the ERP implementation system.
Tesco needs to make sure the new data is throughly and carefully tested before actually introducing and going live with the ERP implementation system.
Tesco needs to be aware that they need to assign clear responsibilities to the right department, for instance all of Tesco’s financial data will be handled by the accounting team and Tesco’s customer data would be cleaned up by the Customer service group.
It is crucial for Tesco to make ultimate sure that all their employees receive the right comprehensive training, this will help Tesco to smooth their paths over across.
It would be an advantage for Tesco to always estimate the budget higher than what it might be. The reason for this is coming under budget is always a nice surprise and a preferable alternative rather than a high unexpected budget which Tesco overlooked.

As ERP implementation systems are used by companies for over a decade, it would be a good idea for Tesco to perform a periodic review. The reason for this is Tesco would be able to know if the system is still meeting Tesco’s needs or if they have to find a replacement.
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