
40 Coles Operational Site Tour 2014   | 40 Coles Operational Site Tour 2014   | 

Boldly extend into new channels 

Financial services 

Truly better value 

• Insurance price beat guarantee for car & life 

• No annual fee credit card 

• Fastest way to earn flybuys points 

• Highly personalised flybuys offers 

Best customer experience 

• Instant $10 off flybuys redemptions at Coles 

supermarkets for Coles insurance & credit card 

customers 

• Nine call centres with over 850 customer 

representatives 

• Strong presence across all mobile devices 

New developments 

• Ten awards won over the last two years 

• Constantly assessing new product development 

opportunities 

• Launch of Mobile Wallet in July 2014 

• Agreement to form a financial  

services joint venture with GE Capital Australia 

 

Building capabilities 

• Recruiting financial services specialists 

• Building analytics & digital capabilities 

• Enhancing & strengthening risk capabilities 

• IT development underway for joint venture with GE 

Capital Australia 

https://www.google.com.au/url?q=http://www.colesinsurance.com.au/&sa=U&ei=ktNoU_fHHoLOkwXt94DACw&ved=0CDIQ9QEwAg&sig2=-NPlUb9fLaxyz0RzEbiAMA&usg=AFQjCNEky9EkA3qxc-i2gjKO66RuKIeCOQ
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Boldly extend into new channels 

Financial services 

Credit cards / personal 

lending 
Insurance 

Customer 

facing 

Joint venture with GE Capital 

• Expected to begin operations in 

FY15 

Backed by 

• IAG 

• MetLife   

Support 

centre 

Using technology to deliver better value & more convenience 

Analytics capability (flybuys + Coles + FS data) 

Systems & processes (general ledger, payroll, reporting, desktop services)  

Payments  capability (Mobile Wallet, online payment) 

Product  

platforms 

Coles financial services operating model 



42 Coles Operational Site Tour 2014   | 

The webcast will recommence shortly.  



43 Coles Operational Site Tour 2014   | 

INSERT PICTURE 

Transform Liquor 

Greg Davis 

Liquor Director 
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Long-term underperformance 

• Poor value perception 

• Complex promotions 

• Cluttered & difficult to shop 

• Confusing layout & signage 

• Compromised sites 

• Underinvested teams 

• Inefficient processes & systems 

• Weak online proposition 

• Tired stores 

• Over-stocks 

• Underperforming range 

• Low stock-turn 

Opportunities to 

improve • Declining margins 

• Weak supplier relationships 

• Pressure on costs 

• Lower sales 

• Fewer transactions 

• Less frequent footfall 

 

Poor 
customer 

experience 

Fewer 
customers 

Increasing 
inventory 

Higher 
costs 

Under 
investment 
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A long-term turnaround 

• Build team & capabilities 

• Accelerate store closures 

• Refresh stores 

• Invest in value 

• Reset the range 

• Trial new concepts 

• Increase operational efficiency  

• Customer centric culture 

• Refresh all stores 

• Further investment in value 

• Tailored & localised range 

• Stronger supplier relationships 

• Improve supply chain 

• Build online presence 

 

• World-class team, unique culture 

• Engaging brands, exceeding 

customer expectations 

• Continuous renewal program 

• Longer term partnerships with 

supplier 

• Optimised value chain 

• Seamless multi-channel 

experience 

 

Phase 1 

Build a solid foundation 

Phase 2  

Deliver consistently well 

Phase 3 

Drive the difference 
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Reviewing customer format plans 

Convenience 

• Make shopping easier 

• Invest in prices 

• Simplify range 

• More co-located stores 

Destination 

• Restructure the network 

• Engaging customer 

experience 

• Lower prices / better range 

 

Specialist 

• Build team member 

knowledge & expertise  

• Broaden the customer base  

• Leverage Wine Club 
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• New Liquor leadership team in place 

• Organisation restructured & realigned to brands 

• First stage of price reductions 

• New value campaign  

• Commenced range reset  

• Initial steps in reducing working capital  

• Detailed store network review underway 

• Commenced programme of store closures 

First 100 days 
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INSERT PICTURE 

Questions 
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