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In"a"time"of"strong"chain"competition"and"market"share"domination,"we"need"solid"supplier"support"with"a"point"of"difference"for"
independent"retailers"to"ensure"continued"growth"as"the"clear,"`third"force'"in"the"Australian"grocery"channel.

Independent"Pulse"is"a"totally"independent"research"company,"that"works"closely"with"a"number"of"industry"bodies"to"ensure"
relevance"and"the"continuation"of"improved"service"understandings"are"achieved."

The"solid"support"of"the"major"banner"groups"has"enabled"Independent"Pulse"to"grow"and"consolidate"this"important"research"
resource"to"the"bene#t"of"the"entire"industry.

Independent" Pulse" provides" supporting" banner" groups" with" their" own" tailored" reports" so" they" may" utilise" their" member's"
feedback"to"gain"focused"future"directions,"with"strong"supplier"support"that"result"in"positive,"mutual"outcomes.

ªThe perishable round of the Independent Pulse Survey has again been extremely informative  for AMC & Strikeforce national 
teams. Independents have for a considerable time been seen as an area of opportunity by us and our clients. The information again 
supplied has greatly assisted us to  continue the  development of new directions in  2010  which  has again  been based on the 
information from the survey and Stakeholders. 

The positive feedback from respondents showed stron g levels of satisfaction with plenty of messages about how we can 
be off better assistance and we thank all those that participated for their honesty and forthrightness . 

The need for maintained frequency, innovative understanding of costs, margins and deal delivery  are well highlighted 
again in the survey showing clear parallels with the survey conducted in 2009. In today's extremely co mpetitive 
environment it is important to maximise the value not only for the Independent retailer across all sectors be 
they Supa IGA's, SPAR Stores or Express Markets but also to the Manufacturer who is dependent on the 
independence of this channel and the support of the  retailers in these surveys as they are a window into 
the direction needed to continue the growth and dev elopment of a true Independent market place in 
Australia for Australian manufacturers. We look forward to the next round of the Annual Grocery survey 
data commencing on the 6th July 2009 issue dateº. 

Adrian Luxford - CEO , Strikeforce Alliance 

Independent""Pulse"would"also"like"to"thank"the"dedicated"team"at"Retail"World"who"have"supported"
this" independent" research" right" from" its" inception," without" which," this" important" research" may"
never"have"resulted"in"the"industry"service"achievements"we"have"seen"in"this"report."

Independent"Pulse"has"just"launched"its"second"annual"Grocery"Survey"in"the"last"edition"of"Retail"
World."Independent"Pulse"would"like"to"invite"all"of"you"who"have"an"interest"in"seeing"improvements"
in"your"business"provide"your"vital"feedback"in"this"latest"industry"research"initiative."

If" you" are" a" supplier" and" wish" to" see" your" service" satisfaction"
results"or"if"you"would"simply"like"to"know"more"about"Independent"
Pulse" research," please" contact" Denise" either" by" phone" on"
02 95246648"or"email"denise@ipulseresearch.com.au

Independent Strength through
Independent Knowledge

1100_IndpendentPulse_4ppInsert.indd   1 15/07/09   9:21 PM



TOP 10 ªCHILLED & PERISHABLESº SUPPLIERS OVERALL SA TISFACTION

Yakult

Nestl 

Simplot

Menora

Hans

San"Remo

National"Foods

Kraft

Goodman"Fielder

Parmalat

81%

52%

57%

57%

65%

67%

76%

45%

43%

40%

*Percentage"of"respondents"either"Very"Satis#ed"or"Satis#ed"with"Suppliers"overall"service

This"chart"shows"suppliers"who"have"achieved"excellence"
in" overall" satisfaction." The" obvious" stand" out" being"
Yakult" who" demonstrates" that" with" a" strong" focus" and"
understanding"of"stakeholder" requirements"suppliers"can"
provide" very" high" levels" of" satisfaction" regardless" of" a"
relatively"small"product"portfolio.

The"Independent"Pulse"research"measured"the"satisfaction"
level" of" 33" FMCG" suppliers" with" strong" results" for"most"
who"were"included,"demonstrating"the"competitive"nature"
of"the"Independent"grocery"channel.

Firstly,"the"Independent"Pulse"team"would"like"to"thank"all"those"
Independent"Retailers"who"took"time"to"provide"their"considered"
feedback"in"the"2009"`Chilled"&"Perishables'"Supplier"Service"
Satisfaction"Survey.

The" information"captured"by"the"Independent"Pulse"research"
not"only"provides"suppliers"with"the"means"to"understand"which"
services"require"improving,"it"also"rates"their"retail"customer's,"
or"stakeholder's,"level"of"total"satisfaction.

The" results" presented" in" this" report" demonstrate" a"
commitment" by" suppliers" to" this" essential" industry"
research,"which"assists"in"developing"and"improving"their"
service"levels"and"understandings.

Best"practice"service"is"not"an"incidental"process;"it"is"paramount"for"
remaining"competitive"and"for"building"effective"#eld"team"solutions."
This"can"only"be"achieved"by"ensuring"suppliers"are"acutely"aware"
of"their"stakeholder's"requirements"and"those"of"their"customers.

The"following"report"captures"a"snapshot"of"the"data"gathered"
from"the"2009"Independent"Pulse"research."We"hope"you"enjoy"
this"sample"of"insights"and"gain"a"further"understanding"of"the"
importance"of"this"vital,"on-going"industry"research."

All" up" 127" owners" and" managers" responded" with" 53%" of" those"
providing" feedback" from" large" stores" with" an" annual" turnover" of"
over" $10" million." This" substantial" sample" provides"us" with" 95%"
con#dence"levels"in"the"research"results. (Please refer to graph opposite).

TOP 10 `CHILLED & PERISHABLES' SUPPLIER CALL CYCLE SATISFACTION
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*Percentage"of"respondents"either"Very"Satis#ed"or"Satis#ed"Suppliers"Call"Cycle

This"chart"shows"suppliers"who"have"achieved"excellence"
in" call" cycle" satisfaction." A" supplier's" #eld" team"call"
cycle" frequency" is" considered" of" vital" importance" when"
developing" strong" relationships" with" their" stakeholder's."
Though" it" is" important" to" note" that" satisfaction" is" not"
necessarily" based" on" how" often" a" call" is" made," but"the"
consistency" and" value" of" that" call." " The" top" 5" suppliers"
listed"all"have"varying"frequency"of"call"yet"still"obtain"high"
levels"of"stakeholder"satisfaction.

ªThe Independent Pulse survey results will provide us with a valuable insight into the 
factors that determine good customer service for Independent Retailers.º

Tony Merlino - Managing Director, Liaise Marketing

 Independent"Pulse"2009"-"ACN"121"826"168/2009

ªThe Independent Grocery environment is ever changing and to continue being relevant to our 
valued customers requires regular feedback and review. Independent Pulse is now one of the 
vehicles that we can rely on each year to provide us such observations.º

Nigel Drews, National Sales Manager - Retail Operat ions for Simplot Aust

Independent Pulse `Chilled and Perishables' 
Supplier Satisfaction Report 2009

From"the"above"respondents"feedback,"we"can"demonstrate"which"suppliers"have"received"the"highest"overall"levels"of"satisfaction,"
as"well"as"show"supplier"call"cycle"satisfaction,"information"on"their"products,"pricing"and"deals,"effective"merchandising"and"
organising"credits,"delivering"on"agreed"plans"and"tailoring"activities"to"assist"with"sales"and"pro#t.
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TURNOVER ($MILLIONS) STATE BREAKOUTS 98% IN A BANNER GROUP

TOP 4 FOOD BROKERS CALL CYCLE SATISFACTION

Alliance"Marketing

Strike"Force

Balleys"Sales

Crossmark

37%

8%

22%

24%

*Percentage"of"respondents"either"Very"Satis#ed"or"Satis#ed"with"Brokers"Call"Cycle

This"chart"shows"Brokers"who"have"achieved" recognition"
in"call"cycle"satisfaction."This"graph"demonstrates"a"need"
for" food"brokers" to"consider"how" they"may" improve" their"
recognised"call"cycle"in"order"to"achieve"the"high"levels"of"
Satisfaction"the"suppliers"are"obtaining.

TOP 4 FOOD BROKERS OVERALL SATISFACTION
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*Percentage"of"respondents"either"Very"Satis#ed"or"Satis#ed"with"Spirit"Supplier's"overall"service

This" chart" shows" Food" brokers" who" have" achieved"
recognition" in" overall" satisfaction." The" most" apparent"
outcome"from"this"research"is"that"food"brokers"hold"a"lower"
level"of"stakeholder"satisfaction"than"the"majority"of"suppliers"
in" the"2009" research."This"of"course"enables" food"brokers"
to"achieve"focused"improvements"that"in"turn"provide"better"
and"stronger"stakeholder"relationships.""
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