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INTRODUCTION

This document was developed by Right Lane Consulting and contains a synthesis of responses to the March 2021
Member survey.




Summary of insights

KEY OBSERVATIONS FROM THE MEMBER SURVEY
There are 5 key observations from the October 2021 member survey:

The average likelihood for respondents to recommend TIR improved to 7.9/10 in October 2021,
compared to 6.9/10 in March 2021

Satisfaction responses saw mixed movement: while the overall satisfied proportion dropped on
many dimensions, the ‘very satisfied’ cohort also grew along all dimensions

CALLOUT

Negative movements in ‘overall satisfaction’ are partly due to how its measured. ‘Overall
satisfaction’ is measured as the sum of ‘satisfied’ and ‘very satisfied’ responses. It excludes
‘somewhat satisfied’ responses. In October 2021, we saw a significant increase in the
proportion of respondents that are ‘very satisfied’, less that are ‘satisfied’, and slightly more
that are ‘somewhat satisfied’. In total, this led to slight increases in ‘overall satisfaction’ on
some dimensions, and slight decreases in others. However, these changes should be
considered in the broader context of higher ‘very satisfied’ response rates.

Satisfaction for IFP improved on 7 of 8 dimensions, including significant improvements in quality
and pricing

‘Whole of organisation’ responses saw significant improvements along all dimensions, including
in the confidence members have of being kept informed

Responses to prompts on TIR’s strategy improved along all dimension, including notable gains in
the proportion of respondents that ‘strongly agree’

Participants were asked:
‘On a scale of 0 to 10, how likely are you to recommend TIR to

another independent retailer (where 0 is very unlikely, and 10 is
very likely)?’
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Sources: Tasmanian Independent Retailers. (2018 — 2021). Biannual member survey outcomes (n indicated on survey results). Facilitated by Right Lane Consulting, Melbourne.
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Satisfaction responses saw mixed movement: while the overall satisfied proportion dropped on many
dimensions, the ‘very satisfied’ cohort also grew along all dimensions

Participants were prompted: ‘Please rate how satisfied you are with the following areas of TIR’

DIMENSION

Rebates and
financial support
programs

Business
development
support

Refit and
equipment
services

Services e.g.
training/food
safety

Catalogue and
specials program

Range of
products
available

Programs which
enable me to be
price competitive

Media
advertising

LEGEND

APRIL 2019 (n=52/23), % satisfied?

Not applicable to me Not satisfied

FEBRUARY 2020 (n=40), % satisfied?

Somewhat satisfied [ Satisfied [l Very satisfied

SEPTEMBER 2020 (n=54), % satisfied?

MARCH 2021 (n=41), % satisfied?

Text colour: The colour of text indicates changes from the previous survey.

Green indicates improvement; gold indicates sideways movement; red

indicates decline. Values for the first survey are kept grey as a baseline.

Note: % satisfied’ measured as the number of ‘Satisfied’ and ‘Very satisfied’ responses as a proportion of total responses. 2Change is since last survey (i.e. between October 2021 and March 2021).

Sources: Tasmanian Independent Retailers. (2018 — 2021). Biannual member survey outcomes (n indicated above). Facilitated by Right Lane Consulting, Melbourne.
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Satisfaction for IFP improved on 7 of 8 dimensions, including significant improvements in quality and pricing

Participants were asked: ‘Thinking about Fresh Produce, how satisfied are you with Island Fresh Produce?’
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Text colour: The colour of text indicates changes from the previous survey.

Somewhat satisfied [ Satisfied [l Very satisfied Green indicates improvement; gold indicates sideways movement; red

indicates decline. Values for the first survey are kept grey as a baseline.

Note: % satisfied’ measured as the number of ‘Satisfied’ and ‘Very satisfied’ responses as a proportion of total responses. 2Change is since last survey (i.e. between October 2021 and March 2021).

Sources: Tasmanian Independent Retailers. (2018 — 2021). Biannual member survey outcomes (n indicated above). Facilitated by Right Lane Consulting, Melbourne.
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‘Whole of organisation’ responses saw significant improvements along all dimensions, including in the
confidence members have of being kept informed

Participants were asked: ‘How much do you agree, or disagree, with the following statements?’

DIMENSION APRIL 2019 (n=52/23), % agree? FEBRUARY 2020 (n=40), % agree? SEPTEMBER 2020 (n=54), % agree? MARCH 2021 (n=41), % agree? OCTOBER 2021 (n=48), % agree? CHANGE?

The board of TIR
represent my interests
well

57% 58% 57% 71% 10%

The management of TIR|
represent my interests

54% 58% 63% 73% 17%

TIR understands your
customer and creates
marketing that deliver
against their needs

54% 50% 54% 60% 18%

| am confident that |
am kept informed and P&Z
updated ...

60% 68% 69% 88% 34%

TIR staff and
management work to
improve my
profitability

36% 43% 59% 65% 21%

SIW is an effective and
customer-focused
wholesaler and logistics
provider

75% 81%

NOT ASKED

83% 12%

Text colour: The colour of text indicates changes from the previous survey.

LEGEND | Neither agree or disagree [l Strongly disagree || Disagree [ Agree [l Strongly agree Green indicates improvement; gold indicates sideways movement; red
indicates decline. Values for the first survey are kept grey as a baseline.

Note: ¥% agree’ measured as the number of ‘Agree’ and ‘Strongly agree’ responses as a proportion of total responses. 2Change is since last survey (i.e. between October 2021 and March 2021).

Sources: Tasmanian Independent Retailers. (2018 — 2021). Biannual member survey outcomes (n indicated above). Facilitated by Right Lane Consulting, Melbourne.




Responses to prompts on TIR's strategy improved along all dimension, including notable gains in the
proportion of respondents that ‘strongly agree’

Participants were asked: ‘How much do you agree, or disagree, with the following statements?’

DIMENSION APRIL 2019 (n=52/23), % agree? FEBRUARY 2020 (n=40), % agree? SEPTEMBER 2020 (n=54), % agree? MARCH 2021 (n=41), % agree? OCTOBER 2021 (n=48), % agree? CHANGE?
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g 13%
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| believe TIR is 10% 17% 10%M 15%

working in my NOT ASKED 30% &4 50% | 19% 7 61% | 20% EA15% 58% 38%

best interests

| believe TIR 19 159% 4%
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members
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vision and values

Text colour: The colour of text indicates changes from the previous survey.

LEGEND Neither agree or disagree [l Strongly disagree Disagree [ Agree [l Strongly agree Green indicates improvement; gold indicates sideways movement; red
indicates decline. Values for the first survey are kept grey as a baseline.

75%  22%

71% 13%

77%  30%

69%  15%

Note: % agree’ measured as the number of ‘Agree’ and ‘Strongly agree’ responses as a proportion of total responses. 2Change is since last survey (i.e. between October 2021 and March 2021).

Sources: Tasmanian Independent Retailers. (2018 — 2021). Biannual member survey outcomes (n indicated above). Facilitated by Right Lane Consulting, Melbourne.




