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1.0 Introduction 
Due to constant changes in the global business environment, it has become imperative for every organisation to review and re-structure its resources – capital, human resource, information technology and processes in order to have a sustainable competitive advantage over its rivals. Today, Information Technology is considered as a key resource for various reasons. First, it helps an organisation to become more effective and efficient and be able to stand out in an intense competition. Secondly, as the industry becomes more global in its procurement, manufacturing and marketing operations, thus I.T can be used to a greater extent to reduce time scale and space barriers. Thirdly, compatible I.T helps the management to maintain flexibility where re-organisation, acquisitions and increased mergers are taking place quite often. Information Technology can help in reducing cost, improves products or service quality. It can also provide value added services which create differentiation and moreover, it can be used for competitive intelligence. 
Available online: [http://www.jagsheth.net/docs/Strategic%20Importance%20of%20Information%20Technology.pdf] Accessed 01/09/2011 

1.1 Company Profile 

Nando’s is a food & dining restaurant (with a Portuguese theme) which specializes in peri-peri chicken and various types of sauces across the globe. The company started its operations in South Africa and over the years has distributed its operations in approx 30 countries which include UK, Mauritius, Malaysia, Australia, Middle East etc. Over the years, Nando’s has bagged a good reputation as one of the best casual dining restaurant. In 2010, Nando’s was named as one of the top 30 hottest brands across the globe, by Advertising Age magazine. 
Nando’s opened its first restaurant in West London (Ealing) in 1992 and within few years’ time, has spread its business across UK. Today, Nando’s has near to 300 stores across UK. 

Mission & Vision 

Vision:- Nando’s endeavours to be the prominent leader in providing high quality chicken and accompanying products across the globe. It is also in constant drive to provide excellent customer-focus service in a friendly and clean environment. 
Mission:- Nando’s aim is to be ranked about the best chain across the globe, to offer an outstanding chicken experience at an affordable price, yet with high quality. Commitment is the fundamental cornerstone of Nando’s which strives to maintain long-term relationship with its customers. 
2.0 Core Products and Services offered by the business 

Nando’s core primary product is grilled-flamed Chicken which is served with various types of sauces namely:- peri-peri, garlic, spicy hot etc. Nando’s also offers a wide range of snacks, salads, wine, beer and desserts. The menu card also comprises of non-vegetarian and vegetarian meals such as veg burger, veg pitta, wraps and so on. Most recently ‘macho’ peas have been added on the menu card. 
While all the Nando’s restaurants have a seat-in arrangement yet take away services are also available. Nando’s has a unique store design and has a casual and family atmosphere, which sets it apart from other restaurants. Where food is concerned, some of the restaurants offer Halal menu, further to a growing demand of the muslim community. In return, this helps the company to extend and expand its markets, gain more customers within the UK and ultimately gain better competitive advantage. 
3.0 Business models it adopts 
Business model is defined as “a business strategy which is defines the manner by which the enterprise delivers value to the customer, entices customers to pay for value and converts those payments into profit”. Business models also help an organisation to remain in the business, explore new opportunities and achieve success. 
Available online: 
[http://miha.ef.uni-lj.si/_dokumenti3plus2/195158/teece__business_model.pdf] Accessed 02/09/2011 

The basic business model consists of 4 important aspects of business – Customers, Offerings, Infrastructure and Financial viability ( as depicted below in figure 1):- 

Fig1: Basic Business Model 
Nando’s business model is a franchise one. This underlies the fact that all the outlets across the globe are able to operate their business under the direction of the main franchiser. Each outlet adopts the same business methods, uses the same uniforms and also uses the same logos as determined by the franchiser. The nando’s franchise team helps the franchisees to find a location and also provide training in different areas such as Human resources, Operations, Administration and Marketing. 
To apply the Business Diamond Framework to this model: There is a very clear application of all four Function Diamonds: The Leadership Diamond has kept the restaurant’s brand consistent and their message and atmosphere a fun, hip environment to eat at. The Value-Add Diamond delivers good value (quantity and quality) for the price. The To-Market Diamond uses the atmosphere and “attitude” to make it an attractive place to eat. The Support Diamond was clearly at work in the background keeping the place running smoothly with well-trained waitstaff and kitchen staff who could produce quickly and consistently 
4.0 I.T and E-Business Adoption within the business 
Nando’s opted for Aloha which is considered to have been very effective in the company’s growth. Aloha has proven to be a very efficient, flexible and reliable system which has helped Nando’s to create an innovative data environment. is a “modular touch screen PC based EPOS software solution which can be installed on any PC hardware, giving clients flexibility and cost advantages in terms of POS hardware investment, as well as a low cost of ownership”. 
In the past, Nando’s was spending considerable amount of time gathering and recording information either manually or by use of spreadsheet which was later faxed to the main office. As re-keying data was quite often required, hence there stood a great possibility of error and furthermore, the tasks were quite tiresome and difficult to perform especially during busy evenings. 
Nando’s selected Transputec Business Solutions to design a point-of-sale (POS) system to be carried out in the UK. Alan, the Manager stated “We needed a technology partner to mesh with our experimental way of working and support our vision of an innovative integrated solution”. 
The design was centred on an intranet, mainly to provide an interface for the various databases. Nando’s employed Transputec and Active Web Content supply programming to help its staff to create, update and manage the intranet. Because Active Web Content Management Server is a powerful management tool, it enables Nando’s staff to work more efficiently and effectively. 
Aloha has been the right choice of Nando’s since it provides the following facilities: 
* Thanks to its unique built-in redundancy technology, it enables staff members to still operate the system even when there is a failure in the server. 
* It is a built-in software which employees can make use of it for sign in and out. 
* It is an Accounting System Interface – it calculates the number of hours worked by each employee on daily basis. The information is then transferred to the HR Dept. 
* It has has a built-in simple inventory count function which helps in monitoring the stock control 
However, the main benefit that Nando’s has derived in adopting this computerized POS system over a simple cash register, is that the management can generate detailed sales report. They can also monitor the performance of the employees and the restaurant. 
The main advantage of a computerized POS system over a cash box or a cash register is the sophisticated and detailed sales reports it provides. 
A point-of-sale (POS) terminal can be” networked to other terminals, and to a server in the back room or at another location. It can be expanded with handheld devices wirelessly linked to the main system. You can use it to can track a number of operations in useful ways and customize it as your needs change over time” 

5.0 Big E-Business Ladder 
E-Business is defined as “the conduct of business on the Internet, not only buying and selling but also servicing customers and collaborating with business partners”. ( Mckay, J. and Marshall, P; 2004) 
The huge volume of transactions taking place daily between businesses in modern economies has prompted a number of companies to encourage the development and use of electronic transactions. (Palmer et al; 2002, pp. 438). In earlier days, the problems of incompatible computers and their software, and the lack of legal status for electronic documents prevented business-to-business communications via computers and electronic mail. As of today, e-business proves to be effective in the sense that it has led to fewer pricing errors, reduced cost, lower stock holdings and reduced working capital (Ana, 1998). 
The e-adoption ladder serves as a useful tool for measuring the sophistication of e-business technology adoption. It should be noted that the steps on the ladder are not exclusive; it may be possible for a business to simultaneously be on more than one step. 
Available online: http://www.focus-project.eu/focus_conditions.html. Accessed: 02/09/2011 
According to the Business Information Group 2004, there are various steps of ladder (as illustrated below) 

A) Email 
Email is the step of the business ladder. In today’s era, letters, posters on the wall and word-of-mouth are no longer present. Nowadays, people are more inclined to make use of Emails, Social Networks, Blog sites and online stores. Hence, it becomes imperative for an organisation to have a business email address, failure to which, it will not be able to stand to its rivals. Marketing possibilities may be limited in the absence of a business email address. 
A business email account is cost effective and it appears to be more professional. It is far much cheaper to send an email rather of making a phone call or sending letters to the different people associated with the organisation. Pictures and files can be attached to the mail. Email takes less time to reach its destination in comparison to postal services. 
It is worthy to note that some customers have a preference of communicating via email. It takes relevantly lesser time to deal with any queries and send responses , (which may not be possible over the phone). 
An organisation having an own corporate email address with an own domain name will optimize your company’s visibility and importance. 
Nando’s has a business email address which customers can make use of to send any queries or interact. The company makes use of email to provide information about services or products which to customers, if any request is placed. As part of CRM, Nando’s sends personalised email to customers as and when required. This helps Nando’s to stay close to its customers. 

B) Online buying 
Next step on the ladder is online buying. Nando’s has online web stores in Australia, United Kingdom and the USA. This enables customers to buy Nando’s branded sauces, prinkles and apparel. This is done via sales through major supermarkets. 
C) E-marketing 
It is in the vested interest of an organisation to have e-marketing in place since it is likely to help boost the sales. E-marketing helps an organisation to look for new customers or enter new markets either locally or internationally at a relatively lower cost. Nando’s keep a track of customers email id and communicate with them about any promotion, news and activities. 
D) Website 
A website enables an organisation to create an online brochure which gives an insight to potential customers, associates and clients to view the company profile. The main features of creating an online web portal is that it enables people to get to know the company, what it offers and how in interact with the organisation, if required. 

A website facilitates provision of customer service and support. Websites are a great place where people can make use of for troubleshooting guides. In case of any doubts or if further enquiries are required, they can log on to the FAQs (Frequently Asked Questions). 
The main advantage of an organisation having a website is that it can saves money. Taking orders online with real-time credit card authorization saves paying call center operators and cuts entry errors. Online catalogs save lots in paper, printing, and distribution costs. Online FAQs and knowledge bases cut the number of customer service personnel you need. Moreover, it facilitates the sales of products or services both within and outside the country. 
In order to achieve its business goals, Nando’s (UK) has designed its own website called www.nandos.co.uk. The website proves to be a cost effective marketing tool which enables the business to have a global presence at all times and also enables customers to do window shopping for its products. Customers get to know the latest products available in the restaurant. They can also post their suggestions or complaints, if any. This enables Nando’s to gain an insight into the customers’ opinion and take their views into consideration which in return help the former to improvise on the products or services, if required. There is also a ‘career’ section for any vacancy advertisement. Since Nando’s understand that most customers prefer to have home-made food rest of the week, it has therefore allocated a recipe section on the website which enables the customers to cook and enjoy a tasteful and healthy food, yet with a Nando’s flavour. 
In short, through the website, Nando’s allows a professional view of its restaurant and gets the opportunity to present itself at the very best in a view to make the best sales. 

6.0 Strategic Tools 

According to Cadle et al.,(2010) “all organisations have to address the changes that have arisen or likely to arise in the near future within the business environment. Such changes occur constantly, and any organizations who fail to identify and respond run the risk themselves of facing financial problems or likely to run into loss. It becomes the responsibility of the management team to monitor the business environment inorder to identify any influences that may require action.” 

When you visit one of our websites, our web server automatically records the name of your ISP (Internet Service Provider), the website from which you visit us, the pages on our sites you visit and in what sequence, and the date and length of your visit. This information is aggregate and anonymous data and does not identify you specifically. We also store personal identifiable information if you volunteer it, for example in the context of online registration, competitions, message boards, surveys, polls, games, SMS, MMS and other mobile services, etc. Personal identifiable information is any information that can be used to identify a specific individual such as your first and last name, screen name, email address, postal address, telephone number, date of birth, details about your telephone device (e.g. mobile phone or PDA) and your telephone service provider and information related to providing products and services ("Personal Data"). We may also collect other information, including your interests, preferences, purchasing behaviour, transactional information, geographical location and demographics (e.g., age, gender, and income information). We may on occasion combine Personal Data we receive online with other records (such as those from telephone and direct purchases) to develop a customer profile relating to you. 
We collect information so we are able to: provide services or products you request (e.g. send you by email or other electronic means of our newsletters or other products or services in which you express an interest); allow you to participate in recreational activities on the site (e.g. participate in our message boards), to organise or carry out promotional activities, games or promotional events; inform you of changes made to our sites; inform you of products, services, promotions, offers and competitions which you may find interesting; respond to any queries you may have; develop a more direct relationship with you for the purposes described in this section; develop an online customer profile; and understand general customer trends and patterns so we can develop and support existing and ongoing marketing strategies for our products and services. Where you choose to receive mobile services and content via SMS, MMS and other mobile services, we use this information to deliver such mobile services and content to you, to carry out market research, to track sales data and to plan other promotional activities which may be of interest to you. 

* . 
* Openness - by having a social media presence and managing it carefully, you can build customer loyalty and create a reputation for being easy to engage with. See our guide on online business networking and social networking. 
* Social currency - e-marketing lets you create engaging campaigns using different types of rich media. On the internet these campaigns can gain social currency - being passed from user to user and becoming viral. 
* Improved conversion rates - if you have a website, then your customers are only ever a few clicks away from completing a purchase. Unlike other media which require people to get up and make a phone call, or go to a shop, e-marketing can be seamless and immediate. 
Together, all of these aspects of e-marketing have the potential to add up to more sales. 

When you visit one of our websites, our web server automatically records the name of your ISP (Internet Service Provider), the website from which you visit us, the pages on our sites you visit and in what sequence, and the date and length of your visit. This information is aggregate and anonymous data and does not identify you specifically. We also store personal identifiable information if you volunteer it, for example in the context of online registration, competitions, message boards, surveys, polls, games, SMS, MMS and other mobile services, etc. Personal identifiable information is any information that can be used to identify a specific individual such as your first and last name, screen name, email address, postal address, telephone number, date of birth, details about your telephone device (e.g. mobile phone or PDA) and your telephone service provider and information related to providing products and services ("Personal Data"). We may also collect other information, including your interests, preferences, purchasing behaviour, transactional information, geographical location and demographics (e.g., age, gender, and income information). We may on occasion combine Personal Data we receive online with other records (such as those from telephone and direct purchases) to develop a customer profile relating to you. 
We collect information so we are able to: provide services or products you request (e.g. send you by email or other electronic means of our newsletters or other products or services in which you express an interest); allow you to participate in recreational activities on the site (e.g. participate in our message boards), to organise or carry out promotional activities, games or promotional events; inform you of changes made to our sites; inform you of products, services, promotions, offers and competitions which you may find interesting; respond to any queries you may have; develop a more direct relationship with you for the purposes described in this section; develop an online customer profile; and understand general customer trends and patterns so we can develop and support existing and ongoing marketing strategies for our products and services. Where you choose to receive mobile services and content via SMS, MMS and other mobile services, we use this information to deliver such mobile services and content to you, to carry out market research, to track sales data and to plan other promotional activities which may be of interest to you. 
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