Case study: Tractor Supply Company

Untapped potential of the IT department
How Tractor Supply Company successfully transformed their online customer experience by mapping and utilising
untapped potential within their IT departments’ AEM-Cube® positions: a case study

The challenge of TSC
Due to the COVID-19 pandemic, Tractor Supply Company was faced with the challenge of delivering the same quality
service to their customers online as they had been doing in real life. Curbside delivery and customer interaction, which
normally occurred in-store, was now being integrated into a new mobile application designed by their own IT team. After
evaluation, the user experience was not viewed as optimal by their users, mainly regarding the user interface and design.
These results were unexpected considering the expertise and capabilities of their IT team, posing the question why?

Why did TSC choose the AEM-Cube
Even though capabilities and expertise were up to part

The AEM-Cube tool was deployed to compare diversity

within the IT team, inhouse strategy consultants noticed

between three different groups within the IT team: IT

that the team consisted of many like-minded individuals

Architect department, IT department and team leaders.

who shared the same profiles, backgrounds and thinking

The AEM-Cube measures three important dimensions of

patterns. Thinking these like-minded technological

change and growth: Attachment, Exploration and Managing

individuals may have affected the app’s user experience

Complexity. These three dimensions combined describe

design, Human Insight tooling was used to help unlock

an individual’s natural and unique contribution to change

this unknown bias and cognitive diversity within the teams.

and growth. By collecting these individual contributions in

We advised mapping the diversity of the IT department:

a department image, the AEM-Cube gave insight into the

what talents are hiding there, and do they fit with what is

strategic diversity and dynamics to explore optimal ways of

needed?

working together to reach the Tractor Supply Company’s
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Insights for future growth

Attachment dimension

Exploration dimension

Benefits
The high content focus from both the IT Architect
department and IT department is of great benefit when
developing well-functioning products.

Benefits
The IT department’s high amount of optimising
individuals is highly valuable when scaling up processes.

Opportunities
Their low focus on relationships might hinder them from
efficiently collaborating as a team, and they may lose
sight of their product’s usability for the end-user.

Opportunities
More exploratory individuals would be of great
advantage for the IT department since they may
drive the department towards new technologies and
methods, resulting in more innovative developments.
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Managing Complexity dimension
Benefits
Being highly generalist is a useful advantage for team
leads, as they overview the team’s progress and
integrate individual contributions.
Opportunities
The IT architects with a specialist contribution will
benefit from team members with a more natural
generalistic viewpoint. The dialogue between the
two sides of the spectrum can help think about what
features the customer is really looking for and how this
can be supported via the technology i.e. the app
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“Breathing new life into any company is not a mystery it is just a matter of finding and deploying energy. Once an
organisation understands what energises its employees, it can tap into the under-used potential to continue or regain
success. We did that with the help of Human Insight, and the AEM-Cube is ideally suited to help provide teams and
people the insights into what drives them to perform.”

Tabitha Scott

How AEM-Cube insights impacted results

Following the insights gained by the AEM-Cube analysis,

Feedback score

Tractor Supply Company rearranged their IT team, setting
up app testing with people who naturally think about
customers (relation focused) and started refining the app.
Within a short period of time, they were able to get user-
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friendliness and customer feedback scores from 1 star to
4 stars out of 5. Additionally, revenue via app increased by
180%.
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