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Tesco’s Business Challenges

Current Business Challenges

*Tesco operates in one of the UK’s most competitive retail
markets. To maintain its market position, the company must
overcome several operational challenges

*Key Challenges

** Managing inventory across thousands of products.
** Coordinating a complex supply chain.

** Meeting increasing customer expectations.

** Protecting customer and business data.

** Supporting fast and accurate business decisions.
PP g

*Key Message

*Tesco requires integrated Business Information Systems to
improve efficiency and support business group

(Tesco PLC, 2025; Laudon and Laudon, 2024)
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Our Consulting Framework
Business Challenge g Information System
Inventory management .s} ERP
Customer relationships i,ii CRM

Supply chain management SCM

rem=h

v Expected outcomes

¢, Improved operational Better customet Faster decision
efficiency experience making
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Enterprise Resource Planning (ERP)
*Business Need

*Tesco requires better coordination between finance, inventory,
procurement and human resources.

*Information System

*ERP integrates multiple business functions into one system and
provides real-time information across departments.

*Business Benefits

** Improved operational efficiency
** Better inventory control

** Faster decision-making

** Reduced duplication of data
*Tesco Example

*When a product is sold, ERP automatically updates stock levels
and financial records.

(Laudon and Laudon, 2024)
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Customer Relationship
Management (CRM)

*Business Need

*Tesco aims to improve customer loyalty and
provide personalised shopping experiences.

*Information System

*CRM collects and analyses customer data to
support marketing and customer engagement.

*Tesco Example

*Tesco Clubcard analyses purchasing
behaviour and offers personalised promotions.

*Business Benefits

** Improved customer satisfaction

** Increased customer loyalty

** Better marketing decisions

** Higher sales

(Buttle and Maklan, 2019; Tesco PLC, 2025
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COMMUNICATION
Manage interactions
across multiple channels

MARKETING ‘
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and increase customer loyalty
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Supply Chain Management (SCM)

1. PLAN < 6. MONITOR

SUPPLY CHAIN '

and plan supply and improve

MANAGEMENT

Delivering the right product to the right place, ® BuSil’leSS Need

at the right time, at the right cost

e s *Tesco must ensure products are available at the right 1
ooty o G ety place and time while controlling operational costs. =

and manage S 75 S and reverse
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suppliers S8 Lmem e N logistics

*Information System

=
3. MAKE 4. DELIVER == *SCM coordinates suppliers, warehouses and stores
= e | using real-time information.

*Business Benefits
BENEFITS

@ Q ** Improved stock availability

Lower Costs Improved Efficiency Better Quality Customer Satisfaction Business Growth
Reduce i ine pi Ensure quality products Deliver on time and Increase agility and [ ] * F d li 1
and inventory costs and reduce lead times and compliance meet customer needs gain competitive aSter e Verl e S
advantage

** Lower logistics costs

** Reduced food waste

(Chopra and Meindl, 2022)
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Comparison of Information Systems

Business Necd Business Benefi =

ERP Internal coordination Operational efficiency mj‘f‘
CRM Customer relationships Customer loyalty o
SCM Supply chain management Better logistics 1

Key Message

Together, ERP, CRM and SCM improve Tesco’s operational efficiency and
support business performance.

(Laudon and Laudon, 2024)
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EXAMINING ERP

How ERP Supports Tesco's Operations

FINANCE
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PROCUREMENT Planning

« Purchase Orders /
+ Supplier Management

+ Invoice Processing
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« Stock Tracking
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+ Reorder
Management

SALES & DISTRIBUTION

« Order Management
« Delivery Tracking
+ Customer Service
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Satisfaction

TESCO EXAMPLE
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When a customer purchases
a product, ERP automatically
updates inventory levels,
financial records and
purchasing information
across all departments
in real time.

(Laudon and Laudon, 2024
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EXAMINING CRM

How CRM Helps Tesco Build Stronger Customer Relationships

1. CUSTOMER DATA
MANAGEMENT

« Stores customer information
in one place

« Includes purchase history,
preferences and feedback

« Creates a 360° view
of each customer

3. CUSTOMER
ENGAGEMENT

* Manage interactions across
multiple channels

« Email, mobile, social media,
in-store and online

« Improves customer
experience

5. ANALYTICS & INSIGHTS

« Analyse customer behaviour
and trends

« Identify opportunities
for growth

« Support data-driven
decision making

©

More Effective
Marketing
Target the right customers
with the right offers

Improved Customer
Satisfaction
Better experience
at every touchpoint

CRM

CUSTOMER RELATIONSHIP
MANAGEMENT

BUSINESS IMPACT

©

Stronger Customer
Loyalty
Increase repeat purchases
and customer retention

2. SALES & MARKETING
MANAGEMENT

« Segment customers
for targeted campaigns

« Personalised offers
and promotions

« Track campaign performance

4. CUSTOMER SERVICE
& SUPPORT

« Track customer queries
and complaints

« Faster response and
issue resolution

 Improve customer
satisfaction and loyalty

6. CUSTOMER LOYALTY
& RETENTION
« Build stronger relationships
« Increase repeat purchases
« Improve customer lifetime

value

Better Decision
Making
Use data and insights
to make smarter decisions

Higher Sales
and Revenue
Grow customer lifetime
value and market share

TESCO EXAMPLE

Clubcard

Every little helps

Through Clubcard, Tesco
collects customer data
on purchases and
preferences.

2

CRM helps Tesco send
personalised offers,
improve service and

reward loyal customers.

(Buttle and Maklan, 2019;
Tesco PLC, 2025)
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EXAMINING SUPPLY CHAIN MANAGEMENT (SCM)

How SCM Helps Tesco Deliver the Right Product, at the Right Place, at the Right Time

1. SUPPLIER MANAGEMENT

®.

« Selects and evaluates
reliable suppliers

* Manages supplier
relationships

* Ensures quality and
ethical standards

* Maintain product
quality and standards

3. PRODUCTION & SOURCING
o...
+ Plan and manage )
& production
M « Source materials
efficiently
K

5. TRANSPORTATION & LOGISTICS ..-"

» Ensure on-time delivery
to stores

+ Plan and manage
transportation

* Choose the most
efficient routes

Improved Efficiency
Streamline processes
and reduce lead times

Lower Costs
Reduce procurement,
transportation and
inventory costs

2. PROCUREMENT

SUPPLY CHAIN

SCM .

MANAGEMENT

* Purchase materials and
goods at the best price

* Negotiate contracts
and terms

* Monitor orders and
supplier performance

WAREHOUSE & INVENTORY

MANAGEMENT

A%

6. DEMA

BUSINESS IMPACT

Better Quality
Ensure quality products
and reliable supply

Higher Customer
Satisfaction
Products available
when and where
customers need them

=

« Store products in the
right locations

« Track inventory levels
in real time

* Reduce stockouts and
overstocking

ND PLANNING

CASTING

« Forecast customer demand
« Plan supply to meet demand
+ Adjust quickly to changes

in market trends

Business Growth

Agility to respond to

demand and market
opportunities

TESCO EXAMPLE

Tesco works with
suppliers around
the world to source
quality products.

\

Products are stored
in distribution centres
across the UK.

\

SCM ensures products
are delivered to stores
efficiently and on time.

\

Customers find the
right products on
shelves, when they
need them.

TESCO
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S
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(Chopra and Meindl, 2022)
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Integration of Information Systems

*Why Integration Matters

*When ERP, CRM and SCM are integrated, Tesco can:
** Share information across departments.

** Improve communication.

** Respond faster to customer demand.

** Make better strategic decisions.

*Business Impact

** Higher efficiency

** Better customer experience

** Stronger competitive advantage

(Pearlson, Saunders and Galletta, 2022)

Sahara Ali




Ethical Considerations

*Data Privacy

** Customer data protection

** UK GDPR compliance

** Secure storage of personal information

** Maintaining customer trust

(Information Commissioner’s Office, 2025)
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Cybersecurity

** Cyber threats

** Encryption

** Multi-factor authentication

** Employee awareness training

*Business Impact

\

** Reduced security risks [ % % % %k %k %

** Business continuity

** Protection of company reputation

(National Cyber Security Centre, 2025)
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Artificial
Intelligence

*Ethical Issues
** Transparency
** Algorithm bias

** Responsible use of customer
data

** Human oversight

Business Impact
** Better forecasting

** Improved inventory
management

** Enhanced customer
experience

(Russell and Norvig, 2021)

Boshidara Naydenova
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Assess the Impact on Business Performance

Impact on
Operations

* Better
communication

Business ~ * Faster business
Improvements - processes

* Reduced = * Improved
operational costs o productivity

(Laudon and Laudon, 2024)
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Impact on Customers

Customer Benefits

** Haster service

** Personalised promotions
@ ** Improved shopping experience

IMPACT ON CUSTOMERS

** Increased customer satisfaction

(Buttle and Maklan, 2019)
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OVERALL BUSINESS VALUE e

=
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IMPACT ON * HIGHER * BETTER * IMPROVED * STRONGER
BUSINESS PROFITABILITY DECISION- OPERATIONAL COMPETITIVE
PERFORMANCE MAKING EFFICIENCY ADVANTAGE

(PEARLSON, SAUNDERS AND GALLETTA, 2022; TESCO PLC, 2025)
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Key Takeaways

** Information Systems are essential
for modern retailers.

** ERP, CRM and SCM support
different business functions but create
the greatest value when integrated.

** Ethical management of data and
technology 1s essential.

** Business Information Systems
improve Tesco’s long-term business
performance.

B
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