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Costa Express

Why a talking coffee machine is great for business
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Business revolution using data intelligently

2013: Reengineering a supply chain
2014 Consolidating changes to sustain growth

2015 +?: Business step change
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Move into International Operations after a career
in Supply Chain

NORBERT
DENTRESSANGLE
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Strong growth, accelerated in the past 10
years
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Delivering returns on a significant investment
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2012 - Limited control with increased costs in
the supply chain

* Unique business model pushes stock to sites free of charge

* QOver 2,000 linked spreadsheets barely coping with 50,000
replenishment combinations

« Incumbent logistics provider in place for 12 years
* No direct contact with suppliers

« Business more than doubling in size in less than 12 months

i
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Driving significant change to deliver customer,
shareholder and partner value

« April 2012 - Supply Chain team took ownership
« Applied a plaster to current demand planning solution

* Sourced, reviewed and awarded new IT demand planning system for
the business

« Tendered and appointed new logistics provider
« November 2012 - chose ToolsGroup and appointed Howard Tenens
« January 2013 - go live with both, at the same time

* Field teams changed roles, driving NPS score up to record levels
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2013 - Revolutionising the supply chain... and
the business

* |Introducing new demand planning, inventory optimisation and
replenishment processes
* Implementing ToolsGroup’s SO99+ Software
« Redefining the role of the field teams
« To support a business doubling in size, whilst:-
« Changing logistics provider
« Introducing a new purchasing strategy
« With a new supply chain team
And implementing within 3 months

3 trial S099+ Howard
models countries Tenens
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Using data to drive customer service

Spans key supply chain areas

« Use actual daily sales data to sense demand

« Calculates how much stock to send a site

« Using cloud technology to manage big data

« Enhanced stock visibility and reporting

« All done using innovative demand modelling technology

« Aims to use intuition of a planner
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Network solution: 30 suppliers; 6 warehouses;
tries

4,500+ machines; multiple coun

Main Master Information Demand Fulfilment Replenishment System
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Example Monthly Drinks Forecast
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Daily forecast

10 or 70 cappuccinos today
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Planned coffee deliveries
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2013 - Significant change - significant benefit

e Qverall Net Promoter Scores increased by 10% over 6 months
e 20% reduction in stock holding at sites
e 50% reduction in number of refusals

e Management of new relationships with over 15 suppliers with no
loss of service

2 Move to new 3PL with no loss of service,20% cost reduction and 70
tonnes of CO2 saved

e Implementation of SO099+ with no loss of service
® [ncrease in business size from 900 machines to over 4,300

e Significant driver of Whitbread growth and success
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Unprecedented business growth

Machine Growth
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2013 - Revolutionising the supply chain... and
the business

p) 3 trla'I <095+ Howard o
models countries Tenens ’
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2013 - Launch of new products which will
revolutionise the industry

(inteD

Cutting edge reliable / ultra efficient
computer processing hardware

ATOMHAWK
DESIGN

Rich user interface in full HD

Evocative sound track with burring
grinder and tinkling of spoons

r
=), SCENTY

Jl FRAGRANCE ON AIR|

Irresistible aromas of
Costa’s coffee shops

e
— N LU0

Memorable flavours and
fragrances

Wﬁ 2L .m 2L

Stunning curved design by
Italian automotive designers

thermep|anEm—

Innovative coffee-making
system providers
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2013 - International expansion into new markets

nortalspoiywezy pl > Chcesz poznac an
HOME / FIRST FIVE-SENSE COFFEE MACHINE LAUNCHED IN DUBAI o s & b > Wnaorel
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First five-sense coffee machine Coffeeheaven i Shell testuja na

launched in Dubai stacjach paliw punkty Coffeeheaven
By David E 2 .

g — = Edgcumbe _\'pless

Article Reader Comments Email Te Friend

S R

Jul 15, 2013

Dubai Airports,
Emirates Leisure -

s

Retail and Costa
Coffee have joined
forces to launch the
world’s first five-
sense self-serve
coffee machine as
part of the UK’s
coffee chain’s

expansion of its - :
Key figureheads who attended the launch included
Costa Express Costa Express CEOQ Scott Martin, Dnata - Emirates
concept. Group president of group semvices Gary Chapman and
Dubai Airports CEO Paul Griffiths.

Marics Coffeshesven Sapress bydoe pocoghons testowens ne Ccl staciech pebw Shell w neporss Warszeey.
Racie pube Shel, kidre chefmie projelt bextowy o Werszeea, Wk Miecoexn vkl 218 Werxzses, Orewny 2
Warszess Swwid 21 Pmsecoo, Armd Krfowsg 20 Michaine, droges kraows e T.

Epoika CHl Polska . wiasolzlel markl Coffeahsaven, oraz firma £hell Polsks, Jecen 2
ozodowIoh Konoerndw pallwowych na Swiscle, testy)s ne stacj2oh nowa marke
Coffssbeaven Express. Z poozatkiem lipsa 2011 r. na wybranysh na placiu siaojach
paitwowyoh 3hell w rejonle Warszawy zostady urvohomione wysoko wyspesjalizovans
skspresy kawowe Projekima sharakisr iasiowy
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2014 - Preparing the business for a new
growth phase

* Internal project launched - “How do we accelerate our growth?”

 Fundamental review of all operational, IT and international
growth strategy

« Three key outputs:
* Internal realignment phase two - operational structure

« |T Project- making our back office systems work
« International Strategy -defined growth plan

p) 7 trla.l S095+ Howard :
models countries Tenens .
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2015 - How do we double the size of the business...
again?

VCosta Express - continuing success CO‘TA

« Channel focus Costa Express machines
TA
Ee?g’_nm - Travel c.8,000
' ; — Business and Industry
— Education

» 338 Costa Express
machines international

4,292
. : Lr « This year ¢.700-800

new machines
« Looking to double the
COSTA number of machines
by 2020
COFFEE * y -

ON THE GO e 1
.
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With exceptional operational support

World class
helpline support

LAAA4244)

Operationat
Support

N

—
e
—

Proven operation & g
back office system s o
E:’ : com M BTN e = ——/r-- 1
g Unique telemetry
& monitoring
Real time —
demand R ~ o A
planning and e L e
supply chain o =) li“:
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o g Y
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Proprietary
equipment

The perfectly
prepared Mocha
Italia coffee
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Revolutionising our back office systems

Grid Capabilities — Phase 1

COSTA

==EXPRESS

Would you like
10 Install me to —
The Grid?

YES H
»

Automated operator alerts Dynamic machine location info Resilient machine connectivity

2
models
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countries

Howard New Ops
Tenens

Structure
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Grid enables smart machine alerting -
leveraging the Internet of Things

Level O

Machine alerts — message on screen, with optional alarm
Level 1
Site alerts — message to Costa Express provided device

Level 2

Partner alerts — escalation to site / area management

Level 3
Service agent alerts — via email, SMS, or service tickets
Level 4

Costa Express Control Centre

Operational Alerts Technical Alerts
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Business revolution using data intelligently

2013: Reengineering a supply chain - using sales data to
replenish sites

2014 Consolidating changes to sustain growth - in the
UK international expansion

2015 +?:  Total business step change - delivering new
operational structures and IT changes
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