
1 

Increasing Customer Focus 
Speeding Decision Making 
Why Internal Social Media Matters 

Wayne Shurts 

Executive Vice President  & CIO  

SUPERVALU Inc. 

April 10, 2012 

Twitter: @wayneshurts 



2 

What Is SUPERVALU? 



1. Listen to our Customers          2. Listen to our Associates 

 

 

 

 

 

 

They know what we need to do to win – provide great insights 

We need to Listen and then Act Fast 
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A Key Strategy for our Turnaround: Listen then Act Fast 



1. Not So Undercover Boss 

 

2. IT Business Immersion Program 

 

 

3. Internal Social Media 

 

 

 

 

 

 

4 

Our Key Listening Posts 

http://teams.supervalu.com/sites/sds/photos/Expo Photos/Store Director Summit 051.jpg


Sr. Executives on the front line 
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IT Business Immersion Program 

“To see how the stores use 

 our apps on a daily base.  

And understanding what  

would make their job "easier". 

“I found out how important Pricing Issues are to our stores. I had through it was easy  

to override pricing and go on with business, but this Store Walkthrough really opened  

my eyes to the customer impact and impact to store operations. Great eye opener.” 

“Understanding the uses of all the systems  

I manage and watching the users refocuses  

My purpose of my role in the company.” 

Every IT Associate spends 2-3 days each 
year working in a part of the business that 
they support 
 

Last year over 900 IT Associates completed 
a Business Immersion experience and 86% 
rated it Very Good or Excellent 

http://teams.supervalu.com/sites/sds/photos/Expo Photos/Store Director Summit 051.jpg
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The Virtual Listening Post : Would It Work? 



Overview Corporate Retail Footprint 
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Physical Meeting Fuels Virtual Growth: March 2011 

Total Members By Day: Catching Fire! 

Mar ‘11 Sep ‘10 
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A “Group” Culture 
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Groups: HYPERLOCAL College, Hispanic etc … 
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Groups: College Stores and More 



13 

 
Online Help Desk & JAD Session 



An Emerging Benefit … Crowdsourcing 
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Conversation will have an Edge …. 
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Internal Social Media is not without its’ issues . . . 

Joe McKenna Company Feed 
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Our Yammer Network Today 

10,600+ members and 
growing 

 
1000+ messages daily 

 
915 groups 

 
>120,000 messages 

since Day One! 
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Next: External Networks 
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At SUPERVALU is internal Social Media helping our 
Turnaround? 


