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The following report has highlighted the importance of CRM within the Tesco Organisation to help the better engage with their customers. The report will include both Tesco’s Ethical and Sustainability Policies and their importance. The report will be supported by various Quality Models which are helping Tesco to ensure they have Quality Control to remain as the UK’S largest Supermarket.
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[bookmark: _Toc44680527]Introduction 1.0
On the 1st of Mat 2020 Mr Evans a major shareholder of Tesco Supermarkets has requested that Samantha Davis of Davis Consultancy Ltd prepare a report that can aid in the development and growth within the organisation.
Davis will be researching the Customer Experience based on their current CRM Systems and their Ethical and Sustainability policies. Mr Evans would also like to see some comparisons to their major competitors in the Supermarket Sector. The report will need to be finalised no later than 15: 00 hrs on July 3rd.
[bookmark: _Toc44680528]Introduction 1.0
The researcher will be including various sources from books, websites and journals
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[bookmark: _Toc44680530]2.1 Tesco background and CRM
‘From market stall to the UK’s biggest supermarket.’(Home 2020)
In 1919 after returning from war Jack Cohen set up a market stall in East End London selling surplus groceries where after one day’s trading made a profit of £1.Five years later Jack launched the first Tesco brand being Tesco Tea, by 2029 Cohen had opened his first store in North London. Since then Tesco has continued to grow and expand and by the earl 60s by opening another 360 stores. In 1961 Tesco made further history by being featured in the Guiness Book of Records for the largest store in Leicester. (Carrier, 1996) By the mid-70s Tesco would start branching out by becoming the UK’s largest petrol retailer, and in 1979 their sales topped £1bn which then double within 3 years.
The 90s were exciting times for Tesco with many more store opening and an impressive marketing campaign in their bid to overtake Sainsburys as the UK’s leading Supermarket which was a success in 1995 due to the various launches of Tesco Vale, ‘Every little Helps and the Clubcard.
Moving into the 2000’s saw Tesco.com launch, expansion into Europe, Tesco Personal Finance, Tesco Finest, Fred and Florence clothing and Tesco Mobile were also added to the Tesco profile.
2013 was the beginning of a downward spiral for Tesco as it was the first time in 20 years that they were  to report a drop in profits and a statement declaring their worst performance in 20 years  and a 3.7p decline in sales on June 4 2014 along with a financial scandal and the appointment of a new financial chief officer. (Clark et al., 2020)
2015 to date has seen Tesco try to recover from the downfall of 2014 and has seen them focus more on the customer than ever before they have been supporting the local communities with the monies raised from their carrier bags. Donated free surplus food to local communities and food banks and have even started giving free fruit to all children. They have had a relaunch of Tesco Clubcard and have undergone a major merger with the wholesaler Booker which has helped in bringing Tesco back to be the UK’s leading food business. Throughout all this development over the last 100 years Tesco is continuing to grow and expand whilst keeping the customer at the heart of everything they do.
“CRM Systems are a group of information systems that enable organisations to contact customers and collect, store and analyse customer data to provide a comprehensive view of their customers.
Customers play an important role in the success of Tesco’s and without their customers Tesco would cease to grow and profit in todays market. With all the competition Tesco face from their rivals it is important to ensure they have an excellent CRM in place and that it is being used to its full potential.
It is important that Tesco continue to meet the needs of their current /potential customer base in order to remain the best. By operating these systems Tesco can reap the benefits both internally and externally via 
· Excellent Customer Service and Relationships
· Loyalty
· Increased staff productivity/Morale
· Sales and Customer growth
· Great customer experience
· Feedback
· Effective marketing
There are many benefits to operating CRM, and it will ensure that Tesco are constantly striving to be better and know and understand their customer’s needs. An excellent way to collect this data is through the Clubcard and EPOS systems, however when using these Touch Points there needs to be compliance with the GDPR Laws and be aware of all government laws to collecting and storing data. This can be done effectively through Customer Data Information/CDI.
“CRM is the core business strategy that integrates internal processes and functions, external networks, to create and deliver value to targeted customers of a profit. It is grounded on high quality customer related data and enabled by information technology.” (Buttle and Maklan, 2015)
CRM often has more than one meaning and that can be Customer Relationship management t, Continuous Relationship Management and Customer Relationship Marketing. Whichever meaning you decide upon they all break down to the process of having an interaction with your customers. “Customer relationship management (CRM) refers to the principles, practices, and guidelines that an organization follows when interacting with its customers. Ultimately, CRM serves to enhance the customer's overall experience.” (Customer Relationship Management - CRM goes beyond just software, 2020)
Customer Relationship Management is the systems used to create a relationship between Tesco and their customers and is how Tesco will gather information to interact and improve on their target marketing. Through their CRM Tesco are hoping to achieve long term relationships of Satisfaction, Trust and Commitment. 
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Tesco is the largest supermarket brand with over 6900 stores. They are currently based in the UK and Ireland with stores internationally in Malaysia and Thailand and in Eastern Europe with stores in Hungary, Poland, Slovakia and Czechia. (App 1)
Tesco are currently responsible for employing over 500.00 staff (app 2) and serving over 45 million customers on a monthly basis. To retain these employees and customers and continue to grow in the global market.
“At its simplest, ethics is a system of moral principles. They affect how people make decisions and lead their lives. Ethics is concerned with what is good for individuals and society and is also described as moral philosophy.” (BBC - Ethics - Introduction to ethics: Ethics: a general introduction, 2020)
Business ethics are the way in which Tesco behave within the organisation, it is their moral conduct and it determines whether their behaviour is good or bad. Tesco’s values are at the heart of their ethical behaviour and code of conduct and these actions are the way Tesco promote themselves to all consumers. Good ethical policies will make them stand out from their competitors and will help them retain employees and customers. By not adhering their policies Tesco will be opening themselves up to negative press, criticism and they will lose the respect and trust they have with all their stakeholders both internally and externally. Whilst ethical policies are not Law, they are how the world see you and Tesco’s actions are what make them accountable to their stakeholders. Tesco have several ethical policies including 
· Human Rights, 
· Data Privacy and Cyber Security
· Responsible Sourcing.
· Charities.
· Responsible retailing. (tescoplc,2020)
A full list of their policies can be accessed https://www.tescoplc.com/about/how-we-do-business/ethics-and-compliance-policies/
“In September 2019, Tesco scored Ethical Consumer's best rating for its supply chain management when we viewed the following documents on their website: 'Our Approach to Human Rights' dated 11/4/19; 'Modern Slavery Statement 2018/19'; and 'Supplier Code of Conduct'.” (How ethical is Tesco plc? | Ethical Consumer, 2020)
However, after further research and negative press Tesco along with their rivals came under fire after one of their suppliers were caught using slave labour. This became the UK’s largest ever modern slavery ring with over 400 members being paid 50p a day. Tesco have denied knowledge of any of these activities and have published a public apology and a vow to do better.
Since these issues Tesco have come back stronger and more aware of their duties to their customers and stakeholders they have amended their human rights policy so much so that they have also held their suppliers accountable by ensuring that they conform to the Ethical Trading Initiative.to ensure they are all behaving in a good manner and staying true to their vales and mission statements.
Sustainability
What is Sustainability?
“An approach to economic growth and development which takes account of the social and environmental consequences.” (Worthington & Britton, 2003 p23)
Sustainability consist of various factors including 
· Economic
· Social and Cultural
· Resources
· Political 
· Ecological
Tesco have given themselves 7 P’s which they believe are making them Sustainable. These are:
· People
· Produce
· Planet
· Places
· Partnership
· Performance
· Publications
Tesco believe that ‘every little helps make a big difference’ and to deliver this they have published a Little helps Plan that will help them deliver their promise. Along with the 7 Ps The plan sets out how we will make a positive difference to our customers, colleagues and communities, suppliers, shareholders and the environment and is the framework through which we shape our long-term approach to sustainability. It enables us to demonstrate, monitor and improve our performance, both within our own operations and the wider supply chain, as we pursue transformative change and lead industry-wide action to tackle some of the biggest social and environmental challenges facing the world today. (Sustainability, 2020)
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Tesco like their competitors believe Sustainability is the future and they are doing everything in their power to stay ahead of their rivals including Asda, Aldi and Sainsburys
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It is vital that whilst Tesco are engaging and understanding CRM that they ensure that they are offering quality.
’ Quality management is always based on customers' needs and expectations. If they are satisfied with our products or services, it is likely that we can also satisfy their needs. Customers will then become our partners, our defenders’ (Havlíček, 2009).
‘The standard of something as measured against other things of a similar kind; the degree of excellence of something.’ (Definition of QUALITY, 2020)
There are 4 stages to evaluate quality and they are 
1. Quality Monitoring- Testing of finished product/service
1. Quality Control – Testing the process undertaken to complete the product/service
1. Quality Assurance (QMS)
1. Total Quality Management (TQM) (Frame and Barnes and Edwards, 2001
It is evident that stage 1&2 are a complete waste of time and resources but in the competitive market the QMS& TQM models will help Tesco immensely along with the need of A Balanced Score Sheet. (BSC)
Through a systematic approach to Quality Management Tesco are ensuring that they have a written plan of what/how/why they have done to achieve the quality which will help them to identify how to maintain it and also to achieve it again. This systematic approach will also include
 -  a written plan.
 -  a system ensuring the fulfilment of customers’ expectations in terms of the required quality.
 -  a system ensuring that all system requirements of the company are satisfied.
 -  a system valid for all business activities (Frame and Barnes and Edwards, 2001).
Tesco are also seen to be implementing these qualities through the International Standards Organisation. 
ISO standards are internationally agreed by experts. Think of them as a formula that describes the best way of doing something. (Standards, 2020) 
The ISO standards are based around 7 Quality Management Principles
 QMP 1 – Customer focus
 QMP 2 – Leadership 
QMP 3 – Engagement of people
 QMP 4 – Process approach 
QMP 5 – Improvement 
QMP 6 – Evidence-based decision making
 QMP 7 – Relationship management (Learn Quality Management, ISO 9001, Six Sigma, and Data Analysis, 2020)
These principles help Tesco deliver excellent quality product and services as desired by the customer and in return will help Tesco’s reputation and profit grow. There are many benefits of this for Tesco including their credibility both here in the UK overseas where they are looking to expand further. Tesco’s stakeholders will also have a sense of stability and to be accredited with the ISO certificate is an advantage above their competitors.
Another excellent model for Tesco to implement would be The Deming Cycle. (Edward Deming)
The Deming Cycle is made up of 4 steps
Plan- Plan the action. Assess the current state, and the future state, and plan how to close the gap. Identify alternate solutions.
Do-Try out or test the solutions (sometimes at a pilot level).
Check-Check to see if the tested solutions accomplished the objective.
Act-Request corrective actions on significant differences between actual and planned results. Analyse the differences to determine their root causes.
By following this cycle Tesco will also be able to identify and record what worked well and what didn’t and by following these steps the service customers receive will be of the highest standard. 















BSC models (Balanced Score Card) play an important part in quality management and can be applied to business management alone or as a part of TQM to improve the Quality Management.
[image: Balanced Scorecard model Kaplan Norton - ToolsHero](What is the Balanced Scorecard? Definition, example, template | toolshero, 2020)





TQM as defined by Hoque (2000) is a set of management concepts and tools that aims to involve both managers and ordinary employees to yield continuous performance improvement.
 
Anderson et al (2004) refer to TQM and associated quality management tools as means to improve growth, profitability and customer satisfaction. Among the most successful and used management tools associated with TQM, mentioned by the scholars are EFQM excellence model, ISO standards or the Hoshin Kari methodology.



	Key TQM – related activities
	TQM – related performance metrics
	    BSC dimensions

	Customer relationships
	· Customer satisfaction survey
· Customer acquisition rate
· Customer retention
· Industry market share
· Customer complaints
· Warranty repair cost
· Customer
· Financial
	· Customer
· Financial

	Supplier relationships
	· Supplier satisfaction survey
· Supplier retention rate
· Internal business processes
	· Internal processes

	Employee rating
	· Employee satisfaction survey
· Employee capabilities
· Spending levels for employee development and training
· Learning & growth
	· Learning & growth


 Source: adapted from Hoque, 2000

To achieve TQM Tesco could also benefit from introducing an EFQM Model. This is a structured management System that that could help immensely. “The principles and values provide a best practice framework against which organisations can review leadership and management capability, and the results delivered.”
EFQM MODEL[image: http://www.efqm.org/sites/default/files/styles/full_width/public/images/page/excellence_model.fw_.png?itok=CRM6I81p] (Business Excellence and the EFQM Model - Catalyst Consulting, 2020)
· In the first stream, Leadership develops and deploys the Policy and Strategy of the organisation through organising the business, and how processes are designed, improved and operated
· In the second stream, Leadership drives the enterprise’s Vision and Values developing a culture that engages, motivates and empowers. Change Management principles, tools and techniques provide the best practice approach to improving how people and customers are influenced to support this strand
These streams are also interdependent at each stage as they flow from Leadership through to Business Results. (Business Excellence and the EFQM Model - Catalyst Consulting, 2020)
The goal for Tesco is to increase its Customer loyalty and increase its customer base by having excellent CMS systems and offering Quality assurance they will be able to increase their profits, ensure customers are returning and are moving up the loyalty ladder. Each of these Quality Models or process will help Tesco achieve customer loyalty and satisfaction. TQM will help improve Tesco’s customer relationships. The management team need to be able to identify their customers and understand their needs to be able to introduce and market products for individual customers. They also need to know that they have systems in place that are collecting the relevant information. To ensure Tesco continue to offer high quality it is important to remember the eight routes to poor quality as these could cause them a lot of unnecessary problems within their customer and stakeholder groups
· Emphasis on short term profitability
· Clamping down on cost but tolerating high waste levels
· A ‘take it or leave it’ attitude towards customers
· Treating employees as productive robots
· Competing on price not sufficiently on quality
· Buying at the lowest price
· Anti - change but changing arbitrarily when forced (Source: Dept. of Trade and Industry)  

[bookmark: _Toc44680533]3.0 Conclusion
The researcher believes that Tesco are doing everything they can to have an excellent CRM system in place. They are prepared and committed to the financial cost and the need for ensuring all staff are fully trained. The Loyalty Card is an excellent Touch point for Tesco and sets them apart from their competitors. It is important that Tesco have a target customer base in mind as it will be a waste of time to invest so much int the Quality and CRM if they are unsure of what they are hoping to collect. They are interacting well with their customers however could improve on their in-store marketing materials. Theirs Sustainability policy is achievable but only with the help and commitments from all stakeholders. The Quality Control Tesco is offering is of the highest standard and it leaves no doubt in my mind that they are trying every avenue to engage with their customers without loosing focus of their mission statement, core values or their Quality Control. Tesco are currently redeveloping their Loyalty Card along with the introduction of a VIP Clubcard however marketing of this is poor which is probably why it is a bit slow in taking off
If they continue to invest in these systems and policies Tesco will continue to grow and expand their customer base.


















[bookmark: _Toc44680534]4.0 Recommendations
1. To invest and market the VIP Loyalty Clubcard to all customers.
1. Identify and promote what they do best.
1. Work harder on their vision for the future
1. Create a customer online portal where customers can leave feedback
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