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Introduction and background: 
The concept of retail consists of making products and goods directly available for consumers. It is a way of making day to day shopping more comfortable and more convenient. To keep this in mind, now a days retailing business has become very competitive and people have more options to choose from different retail outlets. In order to build a positive relationship with the customer and to  increase the selling activity, retailers are utilizing many different techniques. It is now a concern of every retailer how to attract new customer and ensuring the retention  previous customers. Satisfaction of consumers is a crucial step to becoming market leaders. It can only be done by providing the best customer service, providing best quality of products and a good shopping experience. Providing high value of products and services to the customer is a key strategy for many retailers and they understand, anticipate, and make sure of the customer’s requirements and constantly follow the fast-paced lifestyles and demands of the customer. (Henry, 2007). Tesco PLC is one of the UK based retailers and the company has made millions of loyal customers. It is a British multinational grocery and general merchandise retailer. Its headquarters is situated in Hertfordshire, England. According to the gross revenues Tesco is the third largest retailer in the world. In UK Tesco is the market leader of groceries with around 28.4% of market share and one of the most valuable brands. The company founded by Jack Cohen in 1990 when he started to sell groceries from a market stall in Hackney, East London. The first Tesco shop was opened in 1931 in Burnt Oak, Barnet. Since then, the company expanded its business rapidly and by the beginning of 1940 it had opened more than 100 Tesco shops all over the country. Also, Tesco expanded its business globally and in 1990 it started to operate business 11 countries in the world. I chose this organisation because I have previously worked for them. My aim for this report is to understand how Tesco interact and engage with their customers and how they utilise this in their business model. I will also look at the significant impact the COVID-19 pandemic has had on Tesco in the context of customer relations. 





