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Tasmanian Independent Retailers 
(TIR) is a trading Co-Operative that 
was formed in 1956 to support and 
represent the interests of independent 
grocery retailers and members. Today, 
TIR is one of Tasmania’s largest Co-
Operatives with its membership and 
shareholding limited to the independent 
retailers that trade under the IGA 
brand in Tasmania, for which there are 
currently 85 outlets as at 30 June 2021.

TIR’s primary role is to facilitate and 
support members & IGA Retailers in the 
key areas or advocacy, merchandising, 
marketing & promotions, and 
member’s services.

TIR is a co-owner in SIW (40%) and 
also owns and operates IFP (100%). 
TIR’s Head Office is located at Western 
Junction in Tasmania.

TIR acquired the business of 
Launceston Market Supplies (LMS) in 
1995 and later rebranded it to Island 
Fresh Produce (IFP).

Island Fresh Produce is one of 
Tasmania’s leading fruit and vegetable 
distribution wholesalers, supplying 
both independent retailers and 
hospitality customers across Tasmania.

As a Tasmanian business, IFP supports 
local growers by focusing on sourcing 
fresh fruit and vegetables from 
Tasmanian farmers where possible 
and sources additional produce from 
markets all across Australia. IFP is also 
focused on providing both members 
and customers with quality produce 
at competitive prices, coupled with a 
regular delivery logistic Statewide.

IFP services its members and customer 
network from its composite DC facility 
in Launceston.

STATEWIDE
INDEPENDENT
WHOLESALERS

SIW is a joint venture arrangement 
between TIR and Woolworths Ltd.

SIW’s initial equity partners when it was 
first formed in 1980 was TIR and Roelf 
Vos Supermarkets, an independent 
MSO, with the latter being acquired by 
Woolworths Ltd in 1982. 

SIW’s primary role is the procurement, 
warehousing and distributions of 
selected grocery products to both 
independent and Woolworths Stores 
across Tasmania. SIW operates 
independent of its two equity partners 
and shareholders and is supported by 
its own executive and management 
teams. SIW operates from its fully 
composite Regional Distribution Centre 
at Western Junction.

Tasmanian Independent Retailers

   8 Translink Ave, Western Junction, 
       Australia, Tas 7212

  03 6391 0200

  enquiries@tir.com.au

  www.tir.com.au

Island Fresh Produce

   15 Connector Park Dr, Kings Meadows,  
       Australia, TAS 7249

  03 6341 1900

  www.tir.com.au/ifp/

Statewide Independent Wholesalers

   8 Translink Ave, Western Junction, 
       Australia, Tas 7212

  03 6391 0800

  www.tir.com.au/siw/
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MEMBER NETWORK

31 stores in the 63 area code 
catchment (North/North 
East/Upper East Coast) 

28 stores in the 62 area code 
catchment (South)

26 stores in the 64 area code 
catchment (North West/ 
West Coast)

OUR PURPOSE
We support our 

members to achieve 
success, profitability 

and sustained growth, 
using the strength of 

our co-operative

OUR VISION
To be a united force in 

Tasmanian food and grocery 
retailing, with a thriving 

network of independently-
owned stores, trusted  
and favoured by our  
local communities

are located in 
rural areas

are located in 
metro areas

WE ARE HERE 
TO SUPPORT 

OUR MEMBERS

WE ARE OPEN  
AND HONEST

WE GROW 
AND INNOVATE

WE CARE 
AND LISTEN

OUR VALUES

61  
STORES

24  
STORES

OUR LOCATION SPREAD OF OUR 85 MEMBER STORES

28 
STORES

26 
STORES 31 

STORES
85 

STORES

(South)

(North/North 
East/Upper 
East Coast)

(North West/
West Coast)

TIR’s Member Network consist of 85 IGA retail outlets across Tasmania 
trading under the IGA or IGA X-press banners. Most of the network is 
represented by single store operators (SSO) with 5 multi store operators 
(MSO) representing 19 of the 85 IGA retail outlets.
Member retail sales during this reporting period are $606.5M (Approx.)  
which places the IGA Group market share in Tasmania at 20.26%.

TIR “Group” Network consists of 85 IGA Members and 83 Non Member retail stores.
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WELCOME
It is with great pleasure that we present the 

FY21 Annual Report to members of our
Co-Operative. We commend all members on 

the outcomes attained during this period and 
the further consolidation of market share.
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FINANCIAL HIGHLIGHTS

TIR GROUP PURCHASESREVENUE COSTS

Total Group Purchases

+9.9%Supplier Terms 
Revenue

+10.6% Case Subsidies 
and Member 
Price Support

+15.3%

Advertising 
& Marketing 

Expenses

+7.6%SIW Grocery

+3.4% 

SIW Tobacco

+21.4%

DSD/Charge Through

+1.7%

Island Fresh Produce (IFP)

+10.33% 

Sale of Goods

+48.8% 

Supplier Case 
Allowance Revenue

+14.4%

$2.9M PROFIT BEFORE TAX

PR
O

FI
T

19.1% MEMBER REBATES

M
EM

BE
R 

BE
N

EF
IT

S

(PIP & EDF) 
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SUMMARY OF 
ACRONYMS

We are extremely pleased with  
our members ongoing commitment 
to reinvest in their stores. This 
in part is supported by our EDF 
Program which saw an additional 
allocation for FY21 of $1.507M, 
bringing total allocations since 
inception totalling $13.521M.

Grant Hinchcliffe - CEO

The current outlook for FY22 
trading period based on the 
first three months of trading 
indicates that sales are meeting 
budgeted expectations.
We are cycling through the post Covid conditions 
from 2020 and comparisons to the same period last 
year reflect a lower rate of growth however, this was 
taken into account when setting our 3% budgeted 
growth for FY22 period. IFP is also reporting record 
sales for members year to date with Tonnage 
(Volume) up 25% which is very encourgaing.

FY22 OUTLOOK

SIW Member Total $ 
Purchases July to Sept 21

SIW Member Cigarettes $ 
Purchases July to Sept 21

IFP Tonnage (Volume) 
July to Sept 21

Growth Trend

Growth Trend

Growth Trend

7

+3.29%

+3.21%

+25%

SIW – Statewide Independent Wholesalers Ltd

TIR – Tasmanian Independent Retailers  
Co-Operative Society Ltd

IFP – Island Fresh Produce

DSD – Direct to Store Distribution Network

Members – Shareholders of TIR / IGA Tas Retailers

FY – Financial Year

Group Purchases – Members & Other  
Customer Purchases

Group Trading Results – Trading results generated 
via all related business activities

OEP – Operational Excellence Program

Total Customer – Member & Other Customers

Co-Operative – Tasmanian Independent Retailers  
Co-Operative Society Ltd

EDF – Equipment Development Fund

PIP – Purchase Incentive Payments

MSO – Multiple Store Owner

SSO – Single Store Owner
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I start by commending all members on 
their individual successes for the past 
12 months, along with the ongoing 
support provided to TIR and Statewide 
Independent Wholesalers (SIW).

Our group trading results were very 
pleasing, and I commend TIR and our 
member network on the outcomes 
attained for FY21 with a corresponding 
Net Profit of $2.912M.

It is also pleasing to note that the 
Co-Op’s rebate distributions to 
members for FY21 was $7.837M – 
which represents the largest rebate 
distribution to members ever.  This is 
a fantastic result and one that clearly 
highlights the benefits that can be 
attained via our Co-Op model and the 
consolidation of members purchases 
and support, which will be an ongoing 
focus for the board over the coming 12 
months and beyond.

SIW continues to provide an excellent 
level of service and support to our 
member network, particularly when 
referenced to the ongoing impact on 
the vendor supply chain due to the 
pandemic, along with their one-off 
“snow” event. I’m hopeful the coming 
12 months may see a return to a more 
“normal” and “non interrupted” trading 
period for SIW and all of its customers.

IFP traded exceptionally well during 
FY21, and we also welcomed a new 
Head of IFP to the business in March 
2021. Glenn Sullivan has been a key 
driver for change within the IFP business 
since starting, and along with Josh 
Cresswell and the wider IFP leadership 
team, they will continue to drive change 
that will benefit our member network. 
I also congratulate Ian Heyburn on his 
retirement and thank him for the 20 
years of service provided to TIR and our 
member network.

From a board perspective, we have 
maintained our ongoing focus on 
continuous improvement within the 
business along with the broader 
support that TIR provides to our 
member network. I feel much has been 
achieved in this space, with the process 
of reform and improvement continuing.

I also appreciate the support for the 
members’ survey process and the 
feedback provided, be it positive or 
negative. Such feedback is essential 
and helps the board and executive 
determine the key focus areas for 
improvement and further development 
within our Co-Operative.

The board is also actively involved in 
the Strategic Plan Process, with our 
current Strategy Plan now reaching 
past the halfway mark. Delivering on 
the key initiatives and measures are 
imperative, with many already actioned 

CHAIRMAN’S 
REPORT
It is with great pleasure that I present the Chairman’s Report 
to Members for the 12-month trading period 30 June 2021.

Michael Baxter 
Chairman of the 

TIR Board.
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and in place, with others still requiring 
input and finalisation over the coming 
12-18 months.

In closing, I would like to acknowledge 
and thank all TIR Group Team Members 
(all employees) for their ongoing 
support, loyalty, and dedication to TIR 
and our member network.

I also thank my fellow Directors 
for their ongoing support of me as 
Chairman of the board, along with 
the personal commitment they make 
towards the Co-Operative as Directors.

Best Regards & Good Trading 

Michael Baxter
Chairman of the TIR Board.

Our group trading  
results were very pleasing, 
and I commend TIR and 
our member network  
on the outcomes  
attained for FY21...
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CEO REVIEW

IGA / MEMBER NETWORK RETAIL 
SALES & MARKET SHARE

Member retail sales continued their 
positive trend for this financial year 
(FY), with approximate total retail sales 
across the IGA Network of $606M. This 
result represents an increase of $15M 
or 2.7% on the prior financial year sales 
of $591M. 

Based on these retail sales, TIR 
estimates our share of the Tasmanian 
Grocery Market has increased from 
19.74% for FY20 to 20.26% for FY21, an 
increase of +0.52%.

The ability to retain and further 
consolidate on past market share gains 
is a great result, and I congratulate all 
members accordingly. In my opinion, 
these results demonstrate a continual 
shift in customer shopping behaviours, 
along with their ongoing willingness to 
support and shop local. It also supports 
my broader view that our member 
network of individualised store 
offerings, coupled with the IGA banner 
programs, are assisting with these 
positive results.

There is also no doubt that the 
pandemic has been a key driver 
for change within the market and 
consumer behaviour; hence as we 
start the process of entering the post-
pandemic world in the second half of 
2021, we must also embrace and deal 
with the opportunities and challenges 
that will follow.

IGA BRAND REPRESENTATION

TIR continues to support the member 
network via the IGA Branding, 
consistent with our published criteria 
and our respective licence obligations 
with Metcash. The IGA brand is well 
established and respected within the 
Tasmanian market, as confirmed by 
our independent market research, 
and which is further highlighted in the 
Marketing Section of this Annual Report.

TIR will continue to support the IGA 
brand and member stores via its 
marketing and promotional programs, 
along with our weekly high/low strategies 
and Low Prices/Price Match Programs.

TIR will also continue to support 
members with competitive everyday 
pricing outcomes across all key 
categories, which provides customers 
with the confidence to shop IGA as 
their primary source for groceries. Part 
of the gains from the past two years 
has been attained through increased 
pantry spend; hence competitive 
everyday pricing must remain a key 
and ongoing focus if we want to 
retain market share and further grow 
customer spend. 

It was also pleasing to note the recent 
announcement that TIR will now cover 
the Metcash Training Academy fees 
on behalf of members, which is in 
addition to TIR coverage of payments 
of subscription fees for the MGA and 
IGA Licence. 

STATEWIDE INDEPENDENT 
WHOLESALERS (SIW)

SIW continues to operate as the key 
warehouse and logistics provider to our 
member network in Tasmania. 

TIR member purchases via SIW also 
experienced continued growth and 
consolidation in FY21, with purchases 
increasing by 12.3% to $230.2M and 
volume increasing by 5.32% to 5.8M 
cases. The 5-year trend also reveals 
extraordinary growth uplift over 
the comparative period, with group 
purchases increasing by 50.1% and 
volume increasing by 24.1%.

The ongoing consolidation of purchases 
via SIW also helps fractionalise the 
cost to service members stores, which 
delivers an overall or blended lower 
carton cost outcome. 

This point, in part, is evidenced by the 
special/one-off rebate distribution 
of $305K from SIW to TIR and 
subsequently remitted to the member 
network in December 2020.

SIW was also impacted by the snow 
event in Launceston in August 2020, 
which saw the TASRDC closed for some 
24 hours, with the new Temperature 
Control (TC) facility sustaining more 
severe damage due to a partial roof 
collapse and being non-functional for 7 
days immediately afterwards, and whilst 
intermediate repairs were undertaken. 

TIR has also been actively involved in 
the review of the SIW Charge Model 
during this period, with an independent 
review now being undertaken by KPMG 
of the proposed new model. Further 
updates will be provided to members 
as this matter progresses during FY22.

Grant Hinchcliffe 
CEO, TIR

I would like to start by commending all members on 
their achievements over the past 12 months and their 
ongoing support of our Co-Operative and Statewide 
Independent Wholesalers (SIW) as our primary 
warehouse and logistics partner.
Our member network’s continued growth and development is encouraging, with our 
financial results and our key performance indicators (KPI’s) confirming the same. 
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ISLAND FRESH PRODUCE (IFP)

IFP continues its strong trading results 
with tonnage increasing by 8.75% to 
5.146M and total customer purchases 
(members & non-member) increasing 
by 10.33 % to $27.649M. As with SIW, 
the 5-year trend also reveals significant 
uplift for IFP, with total customer 
purchases increasing by 26.6% over the 
comparative period.

These results are very pleasing, along 
with IFP’s ongoing focus on product 
range, competitive pricing, and our 
delivery logistics to members. IFP is 
also very proud of the broader support 
it provides to many local Tasmanian 
produces and suppliers, and which for 
FY21 represented Approx. 55% of its 
total purchases base.

IFP also continues to focus on 
efficiencies across the business as part 
of our ongoing endeavours to lower 
cost and improve our overall service 
offer and experience to all customers. 
One such initiative includes a review 
and possible replacement of our current 
ERP (enterprise resource platform) to 
better align and handle all procurement, 
warehousing, customer ordering and 
distribution functions relevant to the 
business. Other initiatives include IFP’s 
continuing focus on its customer order 
platform and receipt timeframes, along 
with its ongoing review of warehousing 
and logistics operations. IFP also 
decommissioned its former warehouse 
and subsequent cross-dock facility in 
East Devonport, with all delivery logistics 
now facilitated by the IFP Launceston 
DC facility.

Further, and in H2 2021, IFP recently 
decommissioned its IFP cross-dock 

facility in Hobart. Raynor Transport now 
provides this service under a contracted 
arrangement. This change will also 
see our lease at the Gormanston Road 
terminate in December 2021.

IFP also welcomed Glenn Sullivan as 
the replacement of Ian Heyburn, who 
stepped down in March 2021.  Since 
joining the business, Glenn has been 
very actively involved with member 
engagement via store visits and 
reviewing all operations elements.

I feel this redirection is delivering 
sound results for the IFP business, 
along with the service and support we 
provide to our member network and 
other customers.

IGA BRIGHTON

TIR welcomed IGA Brighton to its group 
in July 2020 with this business trading 
successfully during FY21, with overall 
sales exceeding $10.8M. 

TIR continued with the many systems 
and procedures already in place, 
including the “ABCis Click Invoicing” 
service coupled with their “Ezylink 
Accounting Interface” to facilitate 
the import of all suppliers and other 
invoices into our Xero accounting 
package. ABCis also provides 
comprehensive management and 
sales reports which closely monitor the 
trading circumstances remotely. 

Since the acquisition, some minor 
changes have been instigated within the 
business, including an increase in the 
grocery range after installing additional 
grocery bays and aisles. I do not expect 
any further improvements in FY22, with 
the board’s attention now turning to the 
pending development of a new store 
site over the coming 12-18 months.

TIR GROUP TRADING RESULT

TIR posted an overall net trading  
profit of $2.912M across all trading 
divisions, representing an increase  
on the FY20 result of $1.107M. This 
result includes a non-cash entry for  
SIW Share of Profits of $367K relevant 
to TIR’s 40% shareholding.

These results have, in part, been 
underpinned by an increase in the 
trading term income received relative 
to volume uplift, along with an ongoing 
focus on reducing cost and driving 
further efficiencies within the business. 
Group rebate payments have also 
increased considerably, with total 
payments increasing to $8.167M  
for FY21.

TIR’s acquisition of IGA Brighton in July 
2021 has also contributed to both the 
underlying profit and corresponding 
income and expense items as reported 
in the FY21 General Purpose Financial 
Statements (GPFS).
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MEMBER REBATE DISTRIBUTIONS

TIR member rebate distributions for 
FY21 are the largest ever amount 
remitted at $7.836M (compared to 
$6.578M for FY20). It also represents an 
impressive increase from 5 years ago, 
and from which member rebates have 
increased by $2.55M or 48.4%.

This increase in rebate payments is 
supported by.

• The increased FY21 volume and 
rebatable purchases, particularly 
across the SIW & IFP Operations.

• The special SIW rebate remitted to 
members in December 2020.

• An increase to the rebate’s % for FY21 
rebatable purchases ex SIW and IFP 
via the PIP & EDF Programs.

I again commend all members on  
this outcome, which once again 
highlights the benefits of consolidating 
support via your Co-Operative and  
its associated business entities of  
SIW and IFP.

TASMANIAN TRADING OUTLOOK

The Tasmanian economy has been 
relatively buoyant over the past 12 
months partly due to the successful 
management of the pandemic by 
the State Government, coupled with 
nil cases of community transmission 
during this period. 

Tasmania continues to be one of  
the standout states as per the latest 
Comm Sec State of State Report 
(October 2021), which has seen 
Tasmania positioned as the leading 
state for economic performance for  
the past 7 consecutive quarters. 
Tasmania has been a clear winner 
in the key economic indicators of 
construction, relative unemployment, 
retail spending and dwelling starts, 
ranking second on equipment 
investment, economic growth, and 
population growth. Importantly, from 
a retail spend perspective, Tasmania 
has recorded growth of +18.1% vs the 
decade average.

The benefits of a robust Tasmanian 
economy have been shared across the 
wider member network, with many 
still trading at record levels compared 
to the pre-pandemic base year of 
2019. This upturn has also provided 
many members with the confidence to 
reinvest in their store offering through 
new equipment installs and other store 
upgrades and expansions – all of which 
improve the overall store offer and 
deliver ongoing growth by attracting 
more customers and increasing sales.

The economic forecast for the coming 
12 months also appears positive, with 
TIR well positioned to provide ongoing 
support to our member network.

The benefits of a robust 
Tasmanian economy have 

been shared across the 
wider member network, 

with many still trading at 
record levels compared 

to the pre-pandemic base 
year of 2019. 
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TEAM MEMBERS

I take this opportunity to warmly thank 
all team members within the TIR, IFP 
and IGA Brighton Divisions for their 
ongoing support and loyalty to both the 
business and our member and other 
customer networks.

Whilst the current financial year was 
more “stable” than FY20, the pandemic 
still presented us with various 
challenges, along with TIR’s ongoing 
endeavours to better assist and 
support our member network.

I am very proud of all TIR team 
members, along with their collective 
input, support, and overriding 
dedication to TIR and our member 
network. Thank you, and well done  
to you all.

I also acknowledge the retirement 
of Ian Heyburn after some 20 years 
with TIR as the Head of IFP, along 
with Ian’s 46 years in the grocery 
business. Ian played an integral role 
within the IFP business over many 
years, which involved the relocation 
of the warehousing function from its 
initial Distribution Centre in Robertson 
Street, then to Merino Street and now 
to its current location at Connector 
Park – with all moves required due 
to the continued growth within 
the IFP business over this period. I 
congratulate Ian on his achievements 
and wish both Janet and him all the 
best in retirement.

Finally, I would like to thank the TIR 
Board & Directors for the ongoing 
support, guidance and direction provided 
to me and the TIR Executive, along with 
the broader member network.

CLOSING

The business that we have in Tasmania 
via our Co-Operative structure and 
association with SIW is unique and is 
one that we should all be very proud of. 
On this basis, coupled with the ongoing 
support and close collaboration 
between TIR and its member network, 
we can build on the gains of the past 
and continue to strive for increased 
growth and development across our 
member network.

I thank all members for their ongoing 
support, contribution, and feedback over 
the past 12 months.

Grant Hinchcliffe

CEO, Tasmanian Independent Retailers
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The night was full of celebration of 
the winners, laughs and amazement 
from the magical Nick Nickolas and 
supported by great music from Brett 
Budgeon and the band.

Opening proceedings was Grant 
Hinchcliffe, TIR CEO, who welcomed 
guests, wished the nominees good 
fortune, and announced the formation 
of the TIR 25-year club. The TIR 25 Year 
Club recognises both Members & TIR 
Staff retailer members who have had 
25 years of employment or cooperative 
membership. A special event is being 
planned to induct.

It was also an opportunity to 
acknowledge three industry stalwarts 
who have either recently retired or  
are moving into retirement shortly. 
David Lanham, long-serving General 
Manager of SIW, retired at the end 

of 2020 after 33 years of service. Ian 
Heyburn, Head of IFP stepped down 
in March 2021, with Ron Barker to 
step down in October 2021. Both have 
enjoyed long careers and have many 
friends and colleagues throughout the 
state who wish them well.

Attending on behalf of the State 
Government was the Minister for Small 
Business, Jane Howlett, accompanied 
by fellow Minister Guy Barnett. Minster 
Howlett congratulated all TIR retailers 
on their efforts during and post-COVID 
and their ongoing support to their local 
communities.  

This night recognised the efforts 
of all IGA retailers throughout the 
challenging year that was 2020. 

There were many winners on the  
night, including:

• IGA Community Award - Patrick 
Botha from IGA Strahan Patrick’s. 
During the Covid lockdown, Patrick 
opened store accounts for the locals 
so that no one would go without. The 
fishermen and miners in the area 
always arrived back in town late at 
night, and Patrick arranged for them 
to ring him to open the store for 
them to do their shopping. 

During the Whale stranding on the 
West Coast, he provided the 72 
rescuers with three meals a day, and 
this is just a small snapshot of what 
Patrick does.

2021 TASMANIAN IGA 
AWARDS OF EXCELLENCE 
The Tasmanian IGA Awards of Excellence Dinner was a spectacular event.  
Hosted by well-known local media personality Rachel Williams and joined 
by over 200 attendees, including many TIR member retailers and their staff.

IGA Community Award - Patrick Botha from IGA 
Strahan Patrick’s. Left to Right – Grant Hinchcliffe 
(TIR CEO), Patrick Botha (IGA Strahan Patricks), 
Michael Baxter (TIR Chairman), Craig Smith (TIR 
Head of Member Services and Development).

• The Sam Richardson Perpetual Award - 
Michael & Saydeh Farah of IGA Cygnet

Over the past 40 years, Michael and 
Saydeh Farah have been running the 
IGA store in Cygnet. What started 
as a small three and a half aisle 
supermarket has grown into one of the 
most successful in the Huon Valley.

Time may have passed, but Michael 
and Saydeh are just as passionate 
about their business as the day they 
started it.

• IGA Xpress Small Format Store of 
the Year - IGA Xpress St Mary’s Hilly’s 
(Chris and Katie Hill) 

• IGA Medium Format Store of the Year 
- IGA Sandy Bay (Nick, Marco and 
Niktar Nikitaras, Hill Street Grocer)

• IGA Large Format Store of the Year - 
IGA Prospect Baxter’s (David Baxter)



15TASMANIAN INDEPENDENT RETAILERS    ANNUAL REPORT 2020/2021

FULL LIST OF WINNERS 

AWARD WINNER

IGA Community Award Patrick Botha
IGA Strahan Patrick’s

IGA Team Member/ Rising Star Kristina Parker
IGA Shorewell Plaza Syd’s

IGA Medium Format Delicatessen Department 
of the Year Award IGA St Helens Hilly’s

IGA Large Format Delicatessen Department of 
the Year Award

IGA Devonport 
Hill Street Grocer 

IGA Medium Format Meat Department of the 
Year Award IGA Smithton

IGA Large Format Meat Department of the Year 
Award

IGA Devonport 
Hill Street Grocer 

IGA Medium Format Bakery Department of the 
Year Award

IGA Sandy Bay
Hill Street Grocer 

IGA Large Format Bakery Department of the 
Year Award IGA Prospect Baxter’s

IGA Medium Format Fresh Produce Department 
of the Year Award

IGA Sandy Bay
Hill Street Grocer 

IGA Large Format Fresh Produce Department of 
the Year Award IGA Prospect Baxter’s

IGA Medium Format Grocery & GM Department 
of the Year Award IGA Snug Baxter’s

IGA Large Format Grocery & GM Department of 
the Year Award IGA Prospect Baxter’s

IGA Medium Format Dairy/Freezer Department 
of the Year Award

IGA Sandy Bay
Hill Street Grocer 

IGA Large Format Dairy/Freezer Department of 
the Year Award IGA Prospect Baxter’s

IGA Customer Service & Experience Award IGA Norwood

The Sam Richardson Perpetual Award Michael and Saydeh Farah
IGA Cygnet Farah’s 

Retail Transformation & Innovation Award IGA Snug Baxter’s

IGA Xpress Fresh Store of the year Award IGA Xpress Newtown 
Hill Street Grocer

IGA Xpress Small Format Store of the Year IGA Xpress St Mary’s Hilly’s

IGA Medium Format Store of the Year IGA Sandy Bay
Hill Street Grocer 

IGA Large Format Store of the Year IGA Prospect Baxter’s

The Sam Richardson Perpetual Award - Michael 
& Saydeh Farah of IGA Cygnet. Left to Right – 
Craig Smith (TIR Head of Member Services and 
Development), Grant Hinchcliffe (TIR CEO), Saydeh 
and Michael Farah (IGA Cygnet), Michael Baxter 
(TIR Chairman).

IGA Xpress Small Format Store of the Year - IGA 
Xpress St Mary’s Hilly’s. Left to Right – Grant 
Hinchcliffe (TIR CEO), Craig Smith (TIR Head of 
Member Services and Development), Jonathan 
Foon, Katie and Chris Hill (St Mary’s Hilly’s), Michael 
Baxter (TIR Chairman).

IGA Medium Format Store of the Year - IGA Sandy 
Bay Hill Street Grocer. Left to Right – Michael 
Baxter (TIR Chairman), Craig Smith (TIR Head 
of Member Services and Development) Clare 
Rojahn, Euan Wiseman, Marco Nikitaras (Hill Street 
Grocer), Grant Hinchcliffe (TIR CEO).

IGA Large Format Store of the Year - IGA 
Prospect Baxter’s. Left to Right – Craig Smith (TIR 
Head of Member Services and Development), 
Nick Bartel, David Baxter, Jarrod Baxter (IGA 
Prospect Baxters), Grant Hinchcliffe (TIR CEO), 
Michael Baxter (TIR Chairman).
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SIW CHAIRMAN’S STATEMENT

FY21 was filled with very unique 
challenges and events. These included:

• In August 2020, our distribution centre 
suffered significant damage due to a 
‘once in one hundred years’ snowfall.

• In April this year, Statewide 
Independent Wholesalers Limited 
reached a very important milestone, 
celebrating its 40-year anniversary.

• In May we saw the rollout of the 
use of 2/3 pallets for our retail 
customers. This initiative focused on 
improved safety and efficiency for 
our customers.

• In the latter part of the year, the  
new ULD centre was constructed 
which has significantly improved 
safety and efficiency within the 
distribution centre.

• We continued to progress the 
replacement of our ERP system with 
Pronto, however COVID-19 travel 
restrictions have impacted timelines 
and the go-live has now been delayed 
until FY22.

• Our new Distribution Centre 
Enterprise Agreement was also 
successfully negotiated and applies 
for the next 3 years.

In addition to these key events and 
changes, we have continued to operate 
within the COVID-19 environment 
and although Tasmania has remained 
relatively unscathed, ensuring the 
health and safety of our teams should 
an outbreak occur, has remained our 
first priority.

For the year we achieved an after-tax 
profit of $919,435. Although this result 
was below expectations, it was impacted 

by the absorption of the insurance 
excess resulting from the snow event 
and a change in accounting for cloud 
computing costs. Given this, the result 
was still considered a strong operational 
performance and our financial position 
remains strong. Revenue grew to 
$1,256,205,021 which was a 6.43% 
increase over financial year 2020.

The new financial year will see 
continued focus on consolidation and 
re-alignment to ensure our safety 
and team culture continue to mature 
and the business provides end to 
end value to our customers. This will 
include a number of exciting new 
initiatives including My Life, Continuous 
Improvement, Engagement restructure 
and exploring opportunities to grow 
our core business.

6.43% SALES 
INCREASEO

VE
RV

IE
W

SIW TRADING OVERVIEW 
AND FINANCIAL REPORT

PAUL GRAHAM – CHAIRMAN SIW BOARD

DIRECTORS

The names and particulars of the 
directors of the company during or 
since the end of the financial year are:

• Mr Grant John Hinchcliffe - Current 
CEO of Tasmanian Independent 
Retailers Co-Op Soc. Ltd (TIR).

• Mr Justin Daniel Dowling - Current 
General Manager Supply Chain - 
Southern Region for Woolworths Ltd

• Mr Andrew Hall - Current General 
Manager E2E Stockflow Optimisation, 
Supermarkets for Woolworths  
Food Group

• Mr Paul Graham - Current Chief 
Executive Officer for Australia Post 
having recently stepped down as Chief 
Supply Chain Officer for Woolworths 
Group. He is the Chairman of the 
Statewide Independent Wholesalers 
Limited Board

• Mr Michael Baxter - Self employed 
business operator and current 
Chairman of the Tasmanian 
Independent Retailers Board
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$1.168 BILLION$1.243 BILLION

SA
LE

S

FY20FY21
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DETAILS FY21 52 weeks FY20 52 weeks $ Variance % Variance

Sales $1,243,941,281 $1,168,794,374 $75,146,907 6.43%

Cost of Sales -$1,186,285,299 -$1,114,145,712 -$72,139,587 6.47%

Other Revenue $12,263,741 $15,280,833 -$3,017,092 -19.74%

Distribution Expenses -$57,516,798 -$56,456,916 -$1,059,882 1.88%

Occupancy costs -$580,932 -$776,793 $195,861 -25.21%

Administration Expenses $4,395,382 $3,765,846 $629,536 16.72%

Financial Costs -$7,149,661 -$6,883,737 -$265,924 3.86%

Financial Income $944,725 $1,249,860 -$305,135 -24.41%

Net Profit - Pre Tax $1,221,675 $3,296,063 -$2,074,388 -62.94%

Income Tax Expense -$302,240 -$989,824 $687,584 -69.47%

Net Profit - Post tax $919,435 $2,306,239 -$1,386,804 -60.13%
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ISLAND FRESH  
PRODUCE REPORT
FY21 has seen a big year of change at Island Fresh Produce. A new Head 
of IFP and 2IC, the closure of the Devonport cross-dock facility and a full 
warehouse restructure amongst some of the key changes.

Since starting in the role as the Head of 
IFP, I have tried to keep it very simple and 
started with a direct focus on the 3 P’s

PEOPLE
IFP team, suppliers and 
the member network

PRODUCT
Quality & price

PROCESS
What does good look like?

GLENN SULLIVAN, HEAD OF IFP 

SALES 
INCREASE

O
VE

RV
IE

W

Direct feedback from our state-wide 
tour of IGA member stores became 
the key driver for the initiatives that 
followed and yet to come. The 2 critical 
pain points received centred around 
price and quality, and we have worked 
very hard in this space to improve 
both. Quality has improved through 
our QA daily walk through’s, supplier 
push back on substandard product, 
new supplier agreements and the 
implementation of the zone team 
leaders in the warehouse restructure.  

Pricing in general has decreased but 
getting the balance between mainland 
and locally grown (generally more 
expensive) is a key focus over the 
next 12 months. Our existing supply 

agreements out of the Melbourne 
markets are under review and 
will provide us with our biggest 
opportunities post COVID. Whilst we 
have made inroads into these key pain 
points, we also recognise we can still 
do much better and are working hard 
in the background to provide greater 
value to the members with outstanding 
quality produce. 

Island Fresh Produce exists to service 
the IGA network, and we now start 
everyday with an absolute focus on 
continuous improvement to help build 
the IGA brand together and improve 
member profitability.

GLENN SULLIVAN

TONNAGE

FY20 FY21

TONNAGE 
INCREASE

10.33%

4,732,000
5,146,000

8.75%

(TOTAL SALES EX IFP - SUPERMARKETS AND HOSPITALITY)
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 Members    Other  Local    Mainland

SALES 
BREAKDOWN 

FY21

LOCAL V 
MAINLAND 
FY21 SPEND
(Excluding JC nuts)
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55%

73% 

27% 

45%

SA
LE

S $27,649,492
FY21

$25,061,565
FY20
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TIR FINANCIAL REPORTING KPI RESULTS & CHARTS

9.9% $370,033,861 $33,256,205TOTAL 
PURCHASES 
GROWTHO

VE
RV

IE
W
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RY

TOTAL $ PURCHASES 
TOTAL VALUE

TOTAL $ PURCHASES 
INCREASE VALUE

TIR GROUP PURCHASES
GROUP PURCHASES FY21 DOLLAR VALUE

GROUP PURCHASES FY21 GROWTH %

TIR Group purchases 
in FY21 continued their 
positive trend, with 
overall $ purchases 
increasing by $33.26M or 
+9.90% over FY20.
The Grocery result (excluding 
Cigarettes & Tobacco) was encouraging 
at +3.4%. Our growth was impacted in 
the March to June period as we cycled 
over the massive demand from FY20 
due to the panic buying induced by the 
COVID-19 Pandemic. 

Island Fresh produce was also excellent 
at +6.9%*, which was on the back of 
some pricing reductions late in the 
financial year.

Cigarettes also recorded a strong uplift 
on purchases for FY21 of 21.4%, with 
most of this growth attributed to the 
final excise increase imposed by the 
Federal Government. Interestingly, 
volume growth for Cigarettes ex SIW 
showed a modest increase of 2.65% on 
FY20.

SIW Carton Volume growth was +5.32. 
This was notable due to the cycling of 
the Covid-19 high demand period, but 
still provided an excellent result.

 FY20     FY21

Total

Total

IFP*

IFP*

TIR CT (DSD)

TIR CT (DSD)

SIW Cigs

SIW Cigs

SIW Groc

SIW Groc

9.9%

6.9%

1.7%

21.4%

3.4%
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TIR FINANCIAL REPORTING KPI RESULTS & CHARTS

FY17

FY17

FY18

FY18

FY19

FY19

FY20

FY20

FY21

FY21

5 YEAR TOTAL INCOME AND TOTAL EXPENSES

5 YEAR PROFIT (PRE TAX)

The trend results in 
our key performance 
indicators (KPI’s) over the 
last 5 years reveal strong 
growth patterns, both pre 
and post the pandemic, 
which largely impacted 
our Q4 FY20 period and 
the subsequent FY21.

Total member purchases over the 
5-year trend reflect strong growth of 
37.2%. Two divisional callouts relevant 
to this trend period include SIW 
Grocery at +23% growth and IFP at 
+11.1% growth.

Total income and expenditure have 
seen constant increases over the 5-year 
trend period, with FY21 inclusive of 
the acquisition of IGA Brighton on 01 
July 2020. The FY21 expenditure of 
$56.272M also includes the substantial 
increase in members rebates of 
$1.257M. 

Profit trends have varied over the 5-year 
trend, with the group profit results for 
FY20 and FY21 in part impacted by the 
change in the fair value of property 
and other investments held by the Co-
Operative.

KEY FINANCIAL KPIS 
LAST 5 YEAR TRENDS

$2,544,778
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M
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RY
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 Total Profit (inc SIW)     Total Profit (ex SIW) 

 Total Income     Total Expenses

$370,033,861
TOTAL $ PURCHASES 

TOTAL VALUE

FY21 TOTAL PROFIT
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Total SIW 
Purchases

SIW  
Grocery

SIW  
Tobacco IFP TIR CT Total Purchases

5 YEAR MEMBER PURCHASES
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 FY17     FY18     FY19     FY20     FY21

52.3%
EXPENSES  

5 YEAR TREND

47.9%
INCOME  

5 YEAR TREND

37.2%
TOTAL PURCHASES  

5 YEAR TREND

50.1% 81.9% 11.1%23.0% 20.6% 37.2%
5 YEAR TREND 5 YEAR TREND 5 YEAR TREND5 YEAR TREND 5 YEAR TREND 5 YEAR TREND
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FINANCIAL PERFORMANCE 
REVENUE

REVENUE $ CHART 

REVENUE GROWTH CHART

FY21 has seen a 18.0% 
growth in total revenue 
received. 

• 48.84% (+$13.19M) growth in 
total Sales through IFP and Retail 
operations including $10.8M from 
IGA Brighton sales revenue. 

• 14.43% (+$4.36M) growth in Supplier 
Case Allowance Revenue – Due 
to ongoing supplier support with 
regards to IGA promotional activity 
and increased volume purchases 
through SIW warehouse.

• 7.51% (+$733K) growth in Supplier 
Terms Revenue – Due to increased 
volume purchases through SIW 
warehouse.

• 1.12% (+$35.4K) growth consolidation 
in Charge Through Revenue.

• 1011.94% (+$1.86M) increase in 
Other Revenue – mostly due to a 
$1.4M change in Fair Value from 
Investment Property & Financial 
Investments.

18.0%
16.4%

TOTAL REVENUE GROWTH
TOTAL EXPENSES GROWTHO

VE
RV
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TIR FINANCIAL REPORTING KPI RESULTS & CHARTS

 FY20     FY21

Sales  
of Goods

Sales  
of Goods

Supplier 
Terms

Supplier 
Terms

TIR CT  
(DSD)

TIR CT  
(DSD)

Supplier  
Case Deals

Supplier  
Case Deals

Share of Net 
Profit (SIW)

Share of Net 
Profit (SIW)

Other 
Revenue

Other 
Revenue*

48.84% 7.51% 1.12% 14.43%

-60.13%

1011.94%
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25TASMANIAN INDEPENDENT RETAILERS    ANNUAL REPORT 2020/2021

FINANCIAL PERFORMANCE 
EXPENDITURE

EXPENSES $ CHART 

EXPENSES GROWTH CHART

FY21 has seen a 
16.4% increase in total 
expenditure incurred. 

• 15.28% (+$4.65M) increase in case 
subsidies and price support due to 
ongoing / increased support from 
vendors for the IGA promotional 
programs and additional/top-up 
subsidy funding via TIR to deliver 
better pricing and margin outcomes 
for the IGA network.

• 19.60% (+$1.27M) increase in 
employee benefits due to the 
increased wages and associated costs 
relevant to Brighton IGA.

• 7.62% (+$108K) increase in 
advertising and marketing expenses 
due to FY21 representing a full year 
marketing program compared to 
FY20, where some commitments in 
Q4 were removed or reduced due to 
stock supply and other issues caused 
by the pandemic. 

• 19.1% in overall increase in Member 
PIP and EDF Rebates (+$1.257M) due 
to the addition of the SIW Special 
Distribution in December 2020 and 
increased rebate payout % ratios due 
to the profit result.

TOTAL REVENUE VALUE
TOTAL EXPENSES VALUE SU

M
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 FY20     FY21

Cost of 
Goods Sold

Cost of 
Goods Sold

Case Subsidies 
and Price 
Support

Case Subsidies 
and Price 
Support
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Benefits 
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Employee 
Benefits 
Expense
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Expenses

Advertising 
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Rebates
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Administration 
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15.28%
19.60%

7.62%

19.1% 19%

less Cost of Goods Sold$59,148,139
$56,271,586
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MEMBER REBATE
PIP
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FINANCIAL OVERVIEW – MEMBER DISTRIBUTIONS / PURCHASE INCENTIVE PAYMENTS (PIP)

FY21 Purchase Incentive Payments of $6,329,127 were distributed to Members. This was a 12.92% increase on 
distributions paid for FY20. Given the strong trading and financial results attained by the Co-Operative during 
the financial year.

The Board of Directors approved an additional PIP allocation to all TIR Members / IGA Retailers of 0.75% on 
all rebatable purchases ex SIW for the full 12-month trading period. This was an increase of 0.25% on FY20 
payout ratio and a 0.75% increase on FY19 payout ratio.

 SIW   

 SIW Additional Rebate   

 SIW Special Distribution

 IFP   

 TIR CT (DSD)

MEMBER 
REBATABLE 
PURCHASES

PIP  
REBATES 
RECEIVED

 $398,660

 $3,053,624 

 $101,818,701 $72,342,099 

 $19,933,048  $763,549 

 $305,647 

 $1,807,647 

TIR FINANCIAL REPORTING KPI RESULTS & CHARTS

12.92%
54.80%

TOTAL PIP GROWTH
TOTAL EDF ALLOCATION GROWTH

FY21 Rebate includes special SIW Distribution (+$306k)

for the year ended 
30 June 2020

FY21 $194,093,848
FY20 $188,632,106

TOTAL

 TIR

 IFP

 SIW

FY21 $6,329,127
FY20 $5,605,069

TOTAL



27TASMANIAN INDEPENDENT RETAILERS    ANNUAL REPORT 2020/2021

MEMBER REBATE - EDF
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FINANCIAL OVERVIEW – MEMBER DISTRIBUTIONS & ALLOCATIONS / EQUIPMENT DEVELOPMENT FUND (EDF)

FY21 Equipment Development Fund 
allocation of $1,507,262 represents 
0.75% of SIW Grocery, TIR Charge 
Through and IFP warehouse purchases.

The board approved an increase in the 
EDF rebate from 0.50% of rebatable 
purchases to 0.75%.

A total of 223 distributions were made 
to members in FY21, amounting to 
$1.078M. This represents a substantial 
increase in both the number of claims 
and subsequent distribution against 
FY20. 

It is also pleasing to note that the 
funds distributed are reflected in 
ongoing store improvements and 
customer offering, which in turn 
are helping members to drive sales, 
improve profitability and operate more 
efficiently.

Since the inception of the EDF in 2007 
over $13 Million has been allocated 
to the fund and over $11.9 million 
distributed to members. 

MEMBER REBATE
EDF

TOTAL EDF ALLOCATION GROWTH
 $6,329,127  $1,507,262  $1,078,000 

TOTAL PIP 
PAYOUT VALUE 

TOTAL EDF 
ALLOCATIONS

TOTAL EDF 
DISTRIBUTIONS PAID

EDF Funds Allocated EDF Distributions and 
Claims Paid $ Value

 FY20     FY21
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$533,648  $245,833
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MEMBER
OPERATIONS
OPERATIONAL EXCELLENCE 
PROGRAM (OEP)

The IGA Operational Excellence 
Program (OEP) continues to assist 
members in driving the highest 
possible standards across their 
business for an improved customer 
shopping experience. 

TIR aims to complete three OEP audits 
between (January – October), with 
the goal for members to achieve a 
minimum score of 95% each cycle.  
The OEP consists of three tiers: Silver, 
Gold and Platinum and each level must 
be surpassed and maintained to  
move up tiers. 

As of June 30, TIR completed two full 
cycles of audits across the group during 
February/March and June/July 2021. 
We had 8 stores achieve Gold, and 44 
stores achieve Silver, with remaining 
stores yet to acquire a rating. TIR is 
dedicated to ongoing member store 
engagement in supporting to drive 
improved operational excellence in 
stores, every day. 

Congratulations to our Gold and 
Silver members for their efforts 
and continued focus on operational 
excellence.  

FOOD SAFETY AUDIT (FSA)

The Food Safety Audit (FSA) supports 
members in identifying potential 
hazards and assists in complying to 
specific food safety practices and 
standards codes. 

At minimum, Food Safety Audits are 
conducted annually but can be as much 
as monthly if members fail to achieve a 
minimum result of 85%. 

During the reporting period, TIR 
completed one round of audits during 
February/March 2021 and recorded 
5 member stores (stores) with full 
compliance of 100%, 68 stores above 
85% and 8 stores below 85%. TIR 
intends to collaborate with all member 
stores to maintain or improve their 
rating over the next twelve months. 

Congratulations to all members who 
achieved an audit score of 85% or more. 

IGA ACADEMY 

IGA Academy provides members  
with access to online training tools 
to assist with onboarding new or 
upskilling existing staff members in 
retailing best practices. 

As of June 30, we have 66 members 
accessing the training portal to help 
drive positive learning outcomes.

TIR is also pleased to note the annual 
registration cost for the IGA Academy is 
provided at no charge to member stores.

IGA GIFT CARDS

IGA Gift cards continue to perform 
well and provide our customers with 
another instore gift option. For the 
twelve-month period, our member 
network sold over $98,000 IGA Gift 
cards, across 70% of our store locations 
with July and December being our two 
highest volume of card sales.

Congratulations to 
our Gold and Silver 
members for their 

efforts and continued 
focus on operational 

excellence. 

RICHARD OLIVER, HEAD OF MEMBER OPERATIONS
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MEMBER  
DEVELOPMENT

STORE IMPROVEMENTS

Considering the interruptions to 
equipment supply by COVID in other 
states and our suppliers being in 
Locked down, we are still requesting 
large number quotes and orders.

This indicates that members 
commitment has not waned, the 
confidence to reinvest in the business 
to support their own instore growth. 

Our Retail Development team worked 
with 26 stores to provide a variety of 
help including store relays, installation 
of new upgraded shelving, and other  
New Major equipment.

This team already has an extensive 
agenda for the remainder of 2021 
and moving into 2022, with several 
major developments and many store 
refurbishments already booked.

During FY21, 70% of the TIR members (60 IGA Stores) accessed near 
$1.078M of Equipment Development Funds (EDF) which is up 22.43% on 
the EDF distributions for FY20 of $832k. There was an actual increase in 
the number of applications for FY21 of 223 compared to 150 for FY20. 

CRAIG SMITH, HEAD OF MEMBER DEVELOPMENT

FY20 FY21

230

210

190

170

150
150

223

48.6%
INCREASE IN 

THE NUMBER OF 
APPLICATIONS 

FOR FY21

BEFORE: Store layout without signage AFTER: Store layout with signage

STORE SIGNAGE 

Completion of the installation of the 
new IGA National internal signage 
toolkits took place in six stores and 
currently a further eleven more stores 
have these new kits on order or in the 
planning stage. New and upgraded 
external signage for eight stores was 
also installed for members.

DEVELOPMENT SUPPORT 

The TIR Member Development Team 
will continue to provide members with 
instore solutions and options within the 
expansion, equipment, relay and ranging 
scopes, and in an endeavour to further 
improve and enhance our member 
network and store offerings.
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MARKETING
OVERVIEW

FY21 was time to get back to 
business for marketing the IGA 
brand.

As the lives of the Australian public 
were filled with apprehension IGA 
remained a beacon of consistency 
starting with the 4th year of the 
Big Giveaway in July 2020, the Big 
Deal Sale in August, Gigantic Sale 
in October before moving into 
Christmas.

With the uncertainty regarding 
Tasmanian borders, there was a 
need to consolidate and reassure 
Tasmanian customers, that for IGA 
it was business as normal.

TASMANIAN IGA BRAND SURVEY

72% believe IGA’s prices  
are comparable to the market 

3% believe IGA is less expensive 
than our competitors

25% believe IGA is more expensive 
than the 2 major chains

72%

25%

3% PRICE 
PERCEPTION

TOTAL ADVERTISING  
& MARKETING EXPENSES

FY18 FY19 FY20 FY21

$2.1M
$1.9M

$1.4M $1.5M

Marketing expenditure for FY21 was up slightly 
on FY20. This was largely due to FY21 consisting 
of a full 52-week marketing support calendar, 
unlike that of FY20 which in part was interrupted 
in the April to June 2020 period due to COVID 
related matters. The overall marketing expenses 
for FY21 has also reduced considerably on FY19 
due to TIR’s ongoing review of marketing spend 
and effectiveness, along with our continued focus 
to onboard new and more effective marketing 
platforms, such as digital and social media 
platforms. 

TRAVIS ALLEN, HEAD OF MARKETING

Last year TIR conducted a customer 
survey to understand IGA’s place in both 
the supermarket landscape and the 
community. The survey centered around 
what IGA does well or could be improved. 
We had over 1,700 responses.
KEY FINDINGS
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TELEVISION

SOCIAL 
MEDIA

NEWSPAPER

IN-STORE 
CATALOGUE

DOES ADVERTISING SPECIALS BRING IN CUSTOMERS ADVERTISING MEDIA IN ORDER 
OF CUSTOMER RECALL

OVER 80% OF OUR CUSTOMERS 
BELIEVE SHOPPING AT IGA:

56%
PREFER 

PRODUCTS 

THAT ARE  

ON SALE 

54%

ATTRACT THEM 

SAID 
LOW 

PRICES 
COMPARE 

PRICES 

NEARLY

40%

SHOP AT AN IGA MORE 
THAN TWICE A WEEK

OF SHOPPERS DO THEIR 
MAIN SHOP AT IGA

NEVER DO A MAIN SHOP 
AND BUY AS THEY NEED

SHOP SOMEWHERE OTHER 
THAN IGA LESS THAN 
ONCE A WEEK

BELIEVE LARGE SUPERMARKETS 
CHAINS OFFER THE BEST VALUE 
FOR MONEY

60%

16%

31%

51%

21%

17% of those more 4 times a week 65%

17%

USUALLY 
BUY FROM 

THE NEAREST 
STORE

LIKE TO TRY 
DIFFERENT 

STORES

ONLY

KEEPS MONEY 
IN THE LOCAL 
COMMUNITY  

SUPPORTS LOCAL 
SUPPLIERS AND 

PRODUCERS

IS CONVENIENT 
AND QUICK

*Dr Louise Grimmer AMAMI CPM FIPM,
Senior Lecturer in Marketing and Retail @ Tasmanian School of Business and Economics, UTAS.

KEY FINDINGS - CONTINUED

Survey of 1700 IGA customers was conducted by Dr Louise Grimmer*.
The final report was collated by Right Lane Consultancy.
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GROUP PROMOTIONS
Our promotions program for FY21 was again very successful in providing member 
growth and increased value price perception to our customers. 
The focus was on securing consistent and aggressive deals from suppliers to 
combat the increasing amount of “1/2 Price” promotions within the market. We 
also implemented a popular recurring Tasmanian feature that showcases local 
Tasmanian products and suppliers in the catalogues, social media, and press.
Other key promotional events include: 

THE BIG GIVEAWAY (JULY 2020)

Sales growth of +13.49% for the event 
sponsor brands was a significant result 
considering the ongoing COVID impact 
on customer demand and supply chain 
interruptions during the event period. 
The Giveaway event received a record 
number of entries, and customer 
feedback was very positive.

FOOTY FINALS (OCT 2020) 

Sales growth +14.69% reflected the 
timing change as the AFL Football finals 
were delayed due to COVID.

BACK TO SCHOOL (JAN 2021) 

Back to School sales growth of  
+13.48% was a fantastic result and 
reflected the continued support of 
customers to shop locally.

SPECIAL OLYMPICS

In May, the Special Olympics 
promotion, funded by suppliers,  
raised $20,844.80 to support the 
Special Olympics National Games  
in Tasmania in October 2022. 
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GARY SUTHERLAND, HEAD OF PROMOTIONS, SPECIAL PROJECTS AND INSIGHTS

FOCUS ON DIGITAL MARKETING

We have also seen great results from 
our focus on digital advertising in 
dedicated online advert placement, our 
social media streams, and our extended 
digital IGA catalogues sent to our 
subscribers.

Collaborating with our suppliers, we 
have strengthened the Digital catalogue 
with additional feature content ranging 
from recipes, LPE and supplier product 
pages. Many of these pages are cross 
marketed in emails sent each Friday 
to catalogue subscribers and often 
featured on social media. 

Further, we ramped up IGA social 
media presence for new lines, supplier 
features and focused specials.

Promotions Sales 
Growth +7.02%, 
Volume growth +6.59% 
(Total FY21 Period) 

Promotional share of 
sales FY21 67.59% vs 
FY20 66.83%

FY21 Prom Gross 
Profit GP% 15.59% vs 
15.52% LY

FY21 Prom GP Dollars 
Growth $ +$961K and 
Growth % +7.60%

KEY PERFORMANCE INDICATORS
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$30M

$29M

$28M

$27M

$26M

MERCHANDISING  
& SUPPLIER ENGAGEMENT
FAREWELL RON BARKER

There has been a key personel move in 
the Merchandise team, with Ron Barker 
set to retire on the 31st of October 
2021. Ron has been a long-standing 
integral part of the TIR business with 
exceptional supplier relationships. On a 
personal note, I would like to thank Ron 
as he has been very generous with his 
time and has given me a detailed and 
thorough induction into the business 
that will help set the business up in 
the future. We all wish Ron well and 
hope he enjoys more time with his 
grandchildren and on the golf course 
during his retirement.    

KEY PERFORMANCE  
INDICATORS (KPIS)

The merchandise function has 
continued to grow over the past year 
with a total of 783 SIW & DSD supplier 
accounts (LY 768) and over 34,000 
product records (LY 32,000).  

Member’s SIW Purchases $ Sales 
growth (year to date) was exceptional 
untill February (+19.87%), whereby 
we then cycled through the LY COVID 
high demand peak (April to June), still 
producing an excellent result (+12.05%).

Member SIW invoiced GP% showed 
continued improvement (excluding 
Cigarettes) with 20.56% (TY) vs 20.43% (LY).  

This result was notable due to the 
change in gross margin mix from the 
reduction in pantry filling from the 
previous year, which inflated last  
year’s results. This year with less 
pantry filling and promotional buying 
increasing (+6.97%), it was pleasing  
to see further growth.

KEY AREAS OF FOCUS

We will continue with regular range 
reviews and onboarding of new 
suppliers as required to ensure that 
the product offering available to our 
members via SIW remains aligned with 
shopper demands.

Our aim is for members to continue to 
grow SIW Purchases to make retailing 
as easy and efficient as possible.

The past year saw us begin reviewing 
the SIW Pricing Model to align SIW 
revenues better and ensure SKU pricing 
can be managed more effectively.  
Already we have conducted a deep dive 
for some key categories such as Baby 
Goods, Coffee and Laundry. 

This review resulted in a reduction 
of some of the fees applied on these 
goods, which has led to landed unit cost 
reductions for our members across 
near 480 SKUs. On approximately 125 
of these SKUs, we were able to provide 
a more competitive retail position and 

hold margin relatively stable. On the 
remaining products, retails remained 
the same, and the increased margin 
passed through to members.

We look forward to seeing the 
improved performance in these 
categories over the coming year.  

OUTLOOK

Looking ahead at the next 12 months, 
we will be focusing on developing 
some strategic plans across some key 
categories. To assist in this process, we 
will be using a broad and varied cross-
section of our retail network as working 
groups to help us guide and shape 
the future focus of our merchandising 
function.

This process has commenced with 
a strategic review of the tobacco 
category, which commenced mid-
September 2021. These category 
reviews will look at our existing 
offer in crucial segments such as 
ranging, supplier partnerships, price 
competitiveness and logistics.  

I look forward to sharing the outcomes 
of that review and many more over the 
course of the year.

JOEL ZAMEK

JOEL ZAMEK, HEAD OF MERCHANDISING AND SUPPLIER ENGAGEMENT

FY20 FY21

$27.5M

$29.2M

SIW GP% MARGIN COMPARISON SIW GP $ VALUE COMPARISON

20.60%

20.55%

20.50%

20.45%

20.40% 20.43%

20.56%

FY20 FY21
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BUSINESS 
INTELLIGENCE  
& INSIGHTS
Business intelligence refers to the processes and tools used to analyse 
business data, turn it into actionable insights, and help everyone in an 
Organisation make better-informed decisions. 

TIR’S primary Business Intelligence 
application QLIK (www.qlik.com), 
provides a range of dashboards and 
reports used internally and externally 
to improve our performance. This year, 
QLIK provided additional reporting 
solutions to the area management team. 
Training was provided to ensure QLIK 
could provide additional insights into 
SIW purchasing trends across product 
categories and the member network.

Approximately 50% of the IGA network 
receives automatically produced QLIK 
monthly ranging reports, which help 
members determine the best range for 
their store.

During the later months of the financial 
year, we developed QLIK to manage 
our PIP and EDF rebate calculation 
which helped speed up and automate 
the end of year process.  Further 
development is expected to provide 
members with monthly reports of PIP 
and EDF balances that will be emailed 
automatically to keep you updated on 
your potential rebates. 

QLIK is also providing the insights for 
the IGA Monthly KPI Update, which 
commenced in July 2021.

DYNAMICS 365 CUSTOMER 
RELATIONSHIP MANAGEMENT (CRM)

During the year, TIR developed a 
Customer Relationship Management 
(CRM) application called Microsoft 
Dynamics 365. The CRM will centrally 
locate all contact information 
and member data to improve our 
engagement with members. Having 
all contacts and store information in 
a secure central location will ensure 
that the TIR team can quickly find 
any information required for a more 
efficient engagement process.

Our area managers will be updating 
the data regularly to make sure the 
data is up to date. The CRM will also 
maintain a log on how and who has 
engaged with members to keep a track 
record of interactions. Management 
will use CRM reports to monitor levels 
of engagement and follow up on 
discrepancies and under engagement.

SIW PRICING MODEL ANALYSIS

In conjunction with SIW management, 
TIR has been analysing SIW’s proposed 
new Pricing Models.  Complex 
databases and modelling matrixes 
were developed to assist the process 
and form the business requirements 
for a more robust modelling 
application that will be further 
developed and expanded on during 
FY22. TIR, in conjunction with SIW will 
also provide help and support to KPMG 
who have been engaged by SIW to 
undertake an independent review of 
the proposed SIW Charge Model.

Approximately 50% 
of the IGA network 

receives automatically 
produced QLIK monthly 

ranging reports

GARY SUTHERLAND, HEAD OF PROMOTIONS, SPECIAL PROJECTS AND INSIGHTS
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INFORMATION, 
COMMUNICATION  
& TECHNOLOGY (ICT)

Commencing late in FY22, TIR will 
replace the aging 6 year old HPE 
Hypervisor cluster servers which 
are about to go end of life. The on-
premise server cluster runs all of 
TIR’s & IFP’s accounting, file storage, 
print management, remote desktop 
environment and database system.  
While the backup system provides 
an on-premise and cloud platform to 
manage disaster and recovery (DR).

The replacement platform, HPE 
SimpliVity, will provide a more intelligent 
server platform for all TIR including 
IFP with built-in resiliency, backup and 
disaster recovery, de-duplication of data 
and include a Disaster/Recovery site at 
IFP Kings Meadows. This new facility will 
also replace the current annual Cloud 
Retention backup subscription cost of 
$18,000/year, or $90,000 over the 5 
projected year life of HPE SimpliVity.

The on-premise Cisco telephone 
supports communications at IFP Kings 
Meadows and TIR/IFP Hobart. This year’s 
upgrades will commence late 2021 
and replace the original equipment 
that was supplied in 2014 and will 
maintain and enhance IFP’s desk 
phone and soft phone options. Soft 
Phones enable nominated employees 
to have their desk phone handset on 
their smartphone and/or laptop which 
saves the cost of cordless handsets and 
enhances productivity.

SIW’s Pronto system necessitates 
new protocols and communications 
development between Pronto and 
TIR’s Group Controller (order/receiver). 
TIR has built a cloud hosted ‘Proof of 
Concept’ Group Controller in Microsoft’s 
Azure systems. Testing has commenced 
and it is hoped that the system will be 
fully migrated early 2022 to provide  
new end to end communications 
with SIW’s new systems while offering 
members higher reliability and uptime 
for placing orders and receiving SIW 
host files and invoices.

Other new project developments 
for 21/22 will include expanding 
provisioning digital picking for IFP,  
Cisco Webex room conferencing 
facilities at TIR Western Junction and 
upgrade to TIR’s NBN phone services 
from Business to Enterprise.

As noted in 2020 Annual Report, TIR’s 
IT department has worked hard to 
minimize five key cyber security business 
risks; financial damage, reputational 
damage, compliance violation, privacy 
violation and operational disruption. This 
resulted with the immediate upgrading 
of internet firewalls, stricter user 
password control and restricting access 
to Wi-Fi and local area networks (LAN). 

TIR is continuing to review and enhance 
tools and systems such as 1Password 
vaults for all TIR computer users and 
plans to enhance email filtration, 
firewall and new mail phishing training 
tools. However, just as controlling the 
Covid-19 pandemic is less about medical 
treatment and more about processes 
and procedures, so to is controlling 
Cyber Security less about technology 
and more about following processes 
and procedures. Cyber Security is vitally 
dependent on all staff practicing safe 
working procedures and contributing to 
the overall security of the business.

Energy contracts have transitioned  
from Aurora to Shell Energy with 
substantial savings for TIR Energy Group 
members. Members who are not part 
of the TIR Energy Group and would like 
to know more are welcome to enquire 
via the Member website or contact 
energy@tir.com.au. In the coming 
months, Shell Energy and TIR’s energy 
consultant, Key Resources, will conduct 
a review of network tariffs to check that 
energy group members are connected 
to the most efficient tariff and seek any 
additional savings if possible.

GLENN RAINSFORD, HEAD OF INFORMATION TECHNOLOGY & COMMERCIAL PARTNERSHIPS (TIR)

The priorities for TIR’s 
IT over the past twelve 
months has been to 
consolidate last year’s 
major cloud migration 
and Wide Area Network 
developments and to 
focus two key areas;
1. Plan for the replacement of  
     end of life infrastructure

a. On premise HPE cluster servers

b. On premise Cisco telephony

c. SIW’s Pronto communications 
with Group Controller

2. Cyber Security

a. Password management  
vaults (1Password)

b. Firewall management tools

c. User development and  
training tools
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SAFETY (SHE)

TIR believes one of its primary 
responsibilities is to ensure the safety 
of team members, contractors to the 
business, our customers, visitors, the 
general public and the environment in 
which we operate.

With this in mind, in late 2020 TIR 
commissioned an audit of the business 
against the International Safety 
Standard ISO 45001:2018. The results 
of this audit identified the need to 
appoint a Workplace Health, Safety  

and Compliance professional. In early 
2021 the business appointed Peter 
Martin as the first Head of Safety 
Health and Environment.

Peter comes from a background in 
high-risk industries and has managed 
safety during the construction of 
2 windfarms in Tasmania as well 
as managing safety during the 
construction of the largest windfarm 
in the Southern Hemisphere. Peter’s 
experience and knowledge have 

already begun to provide enormous 
value to the business and its members.

In June 2021 TIR again commissioned 
the same auditor to re-audit the 
business against the same standards 
to gauge the progress of the safety 
system development. The Auditor  
was extremely pleased with the 
system’s progress and another full 
audit will be conducted in 2022 and  
the progress of the system will be 
shared with the group.

In 2020 Tasmanian Independent Retailers recognized the need to ensure 
the business was striving for industry best practice in the areas of 
workplace safety, environment management and general legal compliance.

PETER MARTIN – LEAD OF SAFETY, HEALTH AND ENVIRONMENT
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As members you 
now have access to 
a dedicated safety 
professional who is 
enthusiastic about 
helping you manage 
safety in your business.

Some of the initiatives and 
improvements implemented this  
year include:

• The introduction of formal hazard 
and incident reporting and 
investigation systems.

• The development of a Health, Safety 
and Environment Management Plan.

• The development of a team member 
led, consultative safety environment.

• Safe Start Monday program providing 
safety information to all members.

• Free safety system document 
program, providing quality safety 
documents to all members.

• Early-stage development of a free 
custom safety program for member 
stores.

• Development of a business COVID 
management plan to ensure 
business continuity.

Additionally, the business now has 
several key performance indicators 
(KPIs) of safety. These KPIs are focused 
on prevention by measuring the 
activities we take before incidents 
occur. They include;

• Number of hazards reported.

• Time to correct and close out 
hazards.

• Number of incidents reported.

• Time to close out incident corrective 
actions.

• Number of toolbox and pre-start 
meetings conducted.

• Number of equipment pre-starts 
conducted.

• Number of workplace inspections 
conducted.

• Time to close out issues identified 
during inspections.

Going forward the strong direction 
of TIR is to provide excellence 
in workplace health, safety, and 
environment management and to 
make all the systems we develop 
available to members for free.

As members you now have access to 
a dedicated safety professional who is 
enthusiastic about helping you manage 
safety in your business. We hope you 
can find ways to access this valuable 
service and utilize it to improve safety 
in your business.
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50%

80%

50%

80%

50%

80%

EMPLOYEE ENGAGEMENT SURVEY

In February we conducted our second 
annual employee engagement survey. 
This is designed to provide employees 
a voice within the workplace, and also 
for us to understand key areas of focus 
for us to support our workforce across 
all sites. An overall response rate of 
57%, which we believe to be a great 
outcome as it is a voluntary process. 

Some positive result areas;

• Overall engagement for the whole 
organisation is – 87%, which is a 
significant increase on the year prior 
by 25%, placing us 12% above the 
industry average

• TIR engagement – 88%, up 16% on 
prior year

• IFP engagement – 91%, up 36% on 
prior year

• Brighton IGA – 80%, this is the first 
year Brighton have participated

• 95% Believe in the values of TIR  

• Respect – 85% agree that respect is 
an important value in the operations

COVID-19 & OUR PEOPLE

We would like to acknowledge the 
support and compliance that all our 
employees have adopted since the 
beginning of the pandemic. It was a 
significantly quick reaction to create 
protocols to be implemented across the 
operations, and it has been pleasing 
to see over that period an evolution 
of documentation and best practice 
guidelines for us to now guide our 
employees. We had the opportunity 
in the Employee Survey some key 
questions on COVID-19 Communication, 
the commendable results are:

• TIR’s communication about COVID-19 
has been clear and timely – 93%

• I am aware of the changes made in 
how we work and operate – 93%

• I am aware how COVID-19 will impact 
my job – 95%

PEOPLE & CULTURE
NICOLE McCULLAGH – HEAD OF PEOPLE AND CULTURE

82% 87%87%

OVERALL ENGAGEMENT WELLBEING PROGRESS

0% 0% 0%100% 100% 100%

Engagement represents the 
level of job satisfaction and staff 
commitment to your organisation. 
Your survey data shows that 
engagement for your organisation is 
high, with 87% of survey respondents 
indicating they are engaged.

Wellbeing reflects the emotional 
wellness of staff at work, and their 
ability to successfully manage job 
stress. Your survey data shows that 
Wellbeing for your organisation is 
high, with 82% of survey respondents 
indicating they feel well at work.

Progress reflects staff perceptions 
about organisational performance. Your 
survey data shows that Progress for your 
organisation is high, with 87% of survey 
respondents indicating they are satisfied 
with the organisation’s progress and 
success in delivering outcomes.

+16%

+36%

TIR ENGAGEMENT 
INCREASE

IFP ENGAGEMENT 
INCREASE
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HEAD OF SAFETY, HEALTH, AND 
ENVIRONMENT (SHE)

Peter Martin was appointed Head of 
SHE in January 2021, with a significant 
amount of industry knowledge with 
regards to Safety. Whilst safety has 
always been taken seriously, as the 
business has grown the development 
of a strong safety framework will 
enhance our operations and provide 
a stronger safety culture. We have 
already seen some key initiatives that 
are relevant to our operations and the 
member network.

HEAD OF ISLAND FRESH PRODUCE 

In March 2021, Glenn Sullivan was 
appointed as Head of Island Fresh 
Produce. Glenn has a wealth of 
business/retail knowledge which will 
allow him to support the member 
network closely in years to come. Glenn 
has already visited all members stores 
since commencing work at IFP, and aims 
to implement initiatives to support the 
network more efficiently into the future. 

FAREWELL IAN HEYBURN

Ian Heyburn made the decision to stand 
down as Head of IFP effective from 
Friday 26 March 2021.

The IFP business in 2021 is very 
different to what TIR acquired back in 
1995 under the name of Launceston 
Market Supplies, coupled with its limited 
supply and service capabilities, which 
was largely restricted to the North East 
and East Coast catchments of Tasmania.

When Ian joined the business in 2001,  
it had already been rebranded from 
Launceston Market Supplies to Island 
Fresh Produce, along  
with the expansion of its service and 
supply offer to cover all TIR Members 
State-wide. We congratulate in on his 
20 years of commitment to the IFP 
business, the growth he created, and  
we all wish him good fortune in all 
activities as he heads into retirement.
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STRATEGIC PLANNING
We are now in year two of our 3-year strategic plan, and while the COVID 
events have slowed the pace of activity during the last eighteen months, 
much progress has still been made.
The TIR board and management continue to monitor results from the TIR Balanced Scorecard and the initiatives’ 
development from regular strategy plan reviews. Also, part of monitoring is to continue seeking feedback from members 
during the bi-annual member surveys. 

Member feedback provides vital data and insights for our success measures and helps fine-tune our focus on delivering 
our vision and succeeding in our goals.

GARY SUTHERLAND, HEAD OF PROMOTIONS, SPECIAL PROJECTS AND INSIGHTS

Goal Measure Metric Baseline Current 
Value

Target FY20 FY21

2020 2022 Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4

A unified, 
engaged 
member 

group that 
understands 
what we are 

about

1.1 Member engagement Member engagement index 50% 56% 65% 75% 57% 65% 56%

1.2 Opened outbound 
communications Click rate (%) 72% 77% 80% 90% 72% 70% 75% 75% 77%

1.3 Increasevolumes  
through SIW/IFP

SIW volume (cartons) 1.0m 1.0m Meet or 
exceed

Meet or 
exceed 1.0m 1.0m 1.2m 1.1m 1.2m 1.2m 1.2m 1.0m

SIW $ Sales 23.6m 24.9m Meet or 
exceed

Meet or 
exceed 23.6m 24.6m 28.7m 26.5m 28.7m 27.9m 28.7m 24.9m

IFP Volume (kg) 0.8m 0.9m Meet or 
exceed

Meet or 
exceed 0.8m 0.9m 1.0m 0.9m 1.0m 1.0m 1.1m 0.9m

IFP $ Sales 3.9m 4.4m Meet or 
exceed

Meet or 
exceed 3.9m 5.0m 5.3m 4.4m 5.1m 5.3m 5.3m 4.4m

1.4 Growth in rebates Growth in rebate income (%) 5.9% 18.9% 5.0% 5.5% 5.9% 21.5%

Efficient 
operations to 

drive value for 
members

2.1a Satisfaction with TIR services TIR member satisfaction 
index (%) 51% 78% 60% 75% 69% 78% 78%

2.1b Satisfaction with IFP services IFP satisfaction index (%) 45% 56% 55% 70% 58% 64% 56%

2.3 Operational excellence Rebate payout ratio (%) 56% 67% 59% 65% 55% 56% 56% 67% 66%

2.4 Staff engagement Survey score (out of 100) 62% 62% 70% 70% 62% 62%

2.5 OEP/FSA score
OEP score 59% 69% 60% 75% 59% NR 60% 69%

FSA score 56% 84% 58% 75% 56% NR 82% 84%

A strong 
position for our 
brands to drive 
member sales 

and growth

3.1 Brand strength (Un-)prompted 
awareness TBC TBC TBD TBD TBC TBC

3.2 Network retail sales growth Network sales growth (%) 4.9% 2.7% CPI CPI 4.9% 14.9%

3.3 Gross profit growth YTD Growth in gross profit 
YTD (%) 7.6% 6.3% 4.5% 5.0% 10.9% 11.2% 16.8% 21.0% 27.6% 21.3% 12.7% 6.3%

3..4 Effectiveness/competitiveness/
relevance of pricing programs Satisfaction score (%) 44% 74% 50% 70% 64% 75% 74%

TIR BALANCED SCORECARD

The Balanced Scorecard is a 
management tool to review our 
strategic plan’s results. It focuses on 
our big-picture goals and tracks our 
progress against the targets we set  
to achieve them. 

The KPI measures in the scorecard 
relate specifically to the three main 
goals of the strategic plan. 

• A unified, engaged member group 
that understands what TIR is about.

• Efficient operations to drive value  
for members.

• A strong position for our brands to 
drive member sales and margin growth.

These KPIs cover a range of 
performance measures. 

• TIR member and staff engagement 
and satisfaction levels.

• Volume, profit, and rebate growth.
• Operational excellence.
• Brand strength and  

competitiveness levels

BALANCED SCORECARD

 Above Target    Near Target    Below Target

The scorecard targets and results are shown in the above diagram, and the KPI results are coloured coded in a traffic light 
format to help identify performance. Green indicates on or over target, orange indicates close to target, and red indicates 
significantly under target.
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HIGHLIGHTS AND OPPORTUNITIES 

1. Member Engagement
From our scorecard results, we 
understood that COVID was impacting 
the ability to allow our member 
network to connect. The February 2021 
survey provided additional feedback on 
how members felt about the current 
engagement levels.

The results from the survey indicated 
it was time to get back together. With 
the absence of lockdown restrictions in 
Tasmania, we could plan some events 
to address the current need.

The June 2021 IGA Channel meeting  
and the Awards of Excellence 
presentation evening had record 
attendances. Feedback was incredibly 
positive regarding the content 
presented, and many members 
expressed joy in the ability to celebrate 
and network again with fellow 
members and TIR staff. 

The announcement of the 25 Year Club 
and subsequent events in 2021 will also 
improve TIR engagement levels. We 
are also looking forward to the 2022 
Tasmanian State Conference on 2-5 
May in Noosa (COVID permitting). 

2. Sales and Volume Growth 
A key driver in the overall strategic 
plan is to provide and maintain growth. 
Our growth results continued to be 
exceedingly high in the early months 
of the fiscal year as the COVID effect 
continued moving customers to shop 
locally. The impact on Tasmania was 
minimal as COVID was controlled in our 
local communities. What this did mean 
for growth in the latter part of the year 
was that some customers did go back 
to old shopping habits and lockdowns 
on the mainland affected domestic 
travel, impacting our tourist towns.

Overall, sales growth was above our 
targets set before COVID, and most 
members have seen consistent growth, 
which has provided confidence to 
reinvest in their businesses.

3. Member Satisfaction
It was pleasing to see above target 
results in satisfaction levels for TIR 
services. While there were some 
changes to scores across the range of 
services, the overall total was the same 
for October and February.

There was a drop in the result for IFP 
in the February 2021 survey, which was 
carefully analysed and provided the 
new senior management at IFP with 
some clear goals. Some substantial 
changes have been introduced, and 
we expect this result to improve in the 
next member survey. 

4. Operational Excellence - Operational 
Excellence Program and FSA.
Some excellent results are being 
shown in the OEP and FSA areas of 
the scorecard. While the OEP is a little 
under our 2022 target, it is still up 
9% from the previous year. The other 
highlight is that the Tasmanian result 
for OEP is the best nationwide for IGA. 
The FSA result is also outstanding and 
is significantly above our target.

FY20 FY21

60%
69%

MEMBER SATISFACTION WITH TIR SERVICES IGA MEMBERS MEETING 95% OEP SCORE (%)

78% 78%

FY20 FY21
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STRATEGIC INITIATIVES - UPDATE ON PROGRESS

Much work has progressed against the Key Initiatives, but resource allocation remains a challenge to fit them into a crowded 
agenda. Timelines within the project plan require constant changes as current issues arise, and priority items are identified.

We support our members to achieve success, profitability  
and sustained growth, using the strength of our co-operative

To be a united force in Tasmanian food and grocery retailing, with a thriving network of  
independently-owned stores, trusted and favoured by our local communities

We are here to support 
our members We are open and honest We grow and innovate We care and listen

Improve member satisfaction by increasing rebates and warehouse volumes, through using our brands,  
buying power and local expertise, and providing valued and efficient services to support our members  

and those that add value to our member network

Our 
Purpose

Our Vision

Our Values

Strategy 
Statement

1. 
A unified, engaged member  

group that understands what  
we are about

2. 
Efficient operations to  

create value for members

3. 
A strong position for our  

brands to drive member sales  
and margin growth

• Member satisfaction/ engagement
• Opened outbound 

communications
• Increase volumes through SIW/IFP
• Growth in rebates

• Satisfaction with TIR/IFP services
• Operational excellence
• Reduction in error and credit rates
• Staff engagement
• OEP and FSA scores

• Brand strength
• Network sales growth
• Margin growth
• Member satisfaction with p 

ricing programs

1. Educate and engage our members to 
build knowledge of the cooperative and 
industry, including reviewing communication 
opportunities

2. Build capability in our retail ops and 
development teams to better engage and 
service members 

3. Build a member information briefing kit to 
tell members what we are about and what 
we offer them

4. Investigate incentives for members to 
support the cooperative and drive volume 
through SIW/IFP

1. Review structure, roles and resources for 
TIR and IFP 

2. Implement Accuracy project to improve 
invoice accuracy (charge through, IFP) and 
minimise internal processing errors

3. Build IFP customer engagement strategy and 
review IFP systems 

4. Investigate opportunities to use our group 
buying power to reduce members’ cost of 
doing business

5. Optimise product pricing including reviewing 
trading terms 

6. Review SIW and IFP ranges to maintain 
relevance with consumer demand and 
determine ‘winning range’

7. Build our insights capability through 
capturing data (CRM, scan data) and building 
reporting tools 

8. SIW ERP replacement

9. Develop a Business Continuity Plan

10. Implement WHS management systems

11. IGA Brighton operational support and new 
development

1. Optimise the effectiveness and return from 
our advertising and community engagement 
programs

2. Assess our brand strength (utilising available 
research)

3. Continually review the effectiveness of our 
pricing programs and platforms

4. Implement TIR sales and growth KPIs

TIR’S STRATEGY ON A PAGE

Goals

Success 
Measures

Key 
Initiatives
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1.  Educate and Engage Our Members
a. Development of new Retailer Zone 

Website “MyIGA.”  To be published 
in the later part of 2021.

b. Developing a new Customer 
Relationship Management App 
(Microsoft Dynamics CRM 365) 
this will provide management 
tools and data to analyse and 
monitor engagement levels.

2.  Build Capability in the Retail 
     Operations Team

a. Engaged external group  
“Learning Partners” to support 
training modules.

b. Skill Identification and programs in 
place for upskilling where required.

c. Business intelligence training 
for using the TIR QLIK business 
reporting app.

3.  Drive Volume via SIW/IFP
a. QLIK raging reports roll out to 

IGA.s increasing across the state. 

b. DSD SKU change of supply to SIW 
– Hundreds of SKUs now available 
from SIW, improved lead times 
and availability.

c. Completed development of a new 
Rebate calculation app to simplify 
the annual process of Rebate 
allocation. Stage 2 will develop an 
app or report that IGA members 
can access for their store on the 
new Retailer Zone to monitor 
rebate values.

4.  Use Group Buying power
a. Energy Contracts locked in  

for members.

b. Preferred services and exclusive 
offers continue to be identified 
and published via the IGA Daily 
Update and have a dedicated 
webpage within the Retailer Zone.

5. Optimise Trading Terms
a. Program in place to optimise DSD 

and SIW trading terms. Ullage 
terms under review.

b. Optimising new database and 
system solutions to maintain and 
secure Trading Term details.

6. Build Insights Capability
a. Trialed a full suite of ABCis 

reporting and invoice 
management solutions in the TIR 
Corporate store (IGA Brighton).

b. Ongoing development of data 
capacity and reporting solutions 
within the QLIK Business 
Intelligence Solutions.

7. SIW ERP Replacement
a. Pronto ERP will be replacing SIW’s 

Pegasus system in 2022. Business 
requirements, development, 
and training are scheduled 
within 2021, which will impact all 
merchandising functions for TIR.

8. SHE Management
a. Safety, Health and Environment 

“SHE” Head of Management (Peter 
Martin) engaged in early 2021.

b. SHE management systems and 
development in and implemented 
at TIR IFP and IGA Brighton.

c. Rollout of supporting SHE 
solutions to IGA members 
underway in 2021.

9. Business Continuity Plan (BCP)
a. After the events of COVID in 

2020 and the snow event (roof 
collapse) at SIW, the TIR BCP is 
under review in conjunction with 
SIW and other stakeholders to 
ensure it remains fit for purpose.

10.IGA Brighton Development
a. Successful onboarding of new 

corporate store in July 2020. 
Instore development and minor 
upgrades facilitated increased 
sales and profitability.

b. Implemented systems, people 
and trading policies and 
procedures.

c. New greenfield development is 
underway to move the store to 
the new site. 

d. Active considerations are being 
undertaken with regards to the 
Greenfield Retail Development 
at Brighton, with development 
works expected to start in mid to 
late 2022.

11.Optimise Return from  
      Advertising, Assess our Brand 
      Strength 

a. Resources from Dr Louise 
Grimmer AMAMI CPM FIPM, Senior 
Lecturer in Marketing and Retail, 
Tasmanian School of Business 
& Economics and Right Lane 
Consultancy provided a final 
report on the survey of 1700 
IGA customers, which provided 
substantial insights on how our 
shoppers thought of our retail 
offers and the IGA Brand. These 
insights will help determine 
ongoing trading strategies and 
the best options for advertising 
in the digital world.

12.Review and Optimise  
     Pricing Programs

a. Co-Development of the SIW 
Pricing Modelling Proposal.

FY2020/2021 CURRENT STATUS ON INITIATIVES’ DEVELOPMENT OR IMPLEMENTATION 



44 TASMANIAN INDEPENDENT RETAILERS    ANNUAL REPORT 2020/2021

COMMUNITY  
SPONSORSHIPS  
& PARTNERSHIPS
IGA regularly supports and works with many Charities through Tasmania.

CANCER COUNCIL TASMANIA - 
RELAY FOR LIFE

IGA is the Principal Sponsor of Relay for 
Life in Tasmania for 2021, 2022 & 2023. 
IGA also support the Cancer Council 
Tasmania’s Unit in Yeloow and Sparkle 
fundraising events.

Here are a few examples of the where 
money raised by Cancer Council 
Tasmania goes

• Research projects and have 
contributed in excess of $5.5 million 
over the past 25 years

• 27,600 cancer support and 
prevention information resources.

• 7,439 support contacts from Cancer 
Council Tasmania support staff.

• transport2treatment vehicles 
delivered 395 individuals to 4,800 
treatment appointments across 
Tasmania.

SPECIAL OLYMPICS AUSTRALIA

In May 2021 IGA stores in Tasmania 
raised $20,844.80

Many of IGA stores continue to raise 
fund through donation tins within their 
stores.

The Special Olympics has the following 
events coming up and the money 
raising money is help reduce the cost 
for athletes to attend.

National Games 2022 | Launceston | 
17-21 October 2022

World Games | Berlin | 17-24 June 
2023

ALEX GADOMSKI FELLOWSHIP

The Alex Gadomski Fellowship was 
created in 2018, in collaboration with 
Maddie Riewoldt’s Vision.

It was established by the Gadomski 
family to honour the life of Alex 
Gadomski, who died at the age of 21 
from bone marrow failure.

The Live Life Gala Ball also launched 
another initiative in the search for a 
cure – the Alex Gadomski Postgraduate 
Scholarship in Medical Research.

The scholarship will focusing on bone 
marrow failure syndromes through 
the University of Tasmania’s College of 
Health and Medicine.

IGA Tasmania has been the major 
sponsor of the Live Life Gala Ball since 
2018.

TRAVIS ALLEN, HEAD OF MARKETING
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CHARITY RELIEF

IGA has worked with many Charities 
through Tasmania in 2020/2021 
providing a 20% discount on IGA Food 
Cards to make their dollar go further. 
These discounts had a combined value 
just over $50,000

Charities that have benefited from the 
discount were:

• Salvation Army

• Caring Networks

• St Vincent de Paul Society

• Anglicare, Uniting Care

• Benevolent Society

DANCE SPORT CHAMPIONSHIPS

IGA has been a supporter of the Dance 
Sport Championship for a number of 
years.

Although 2020 & 2021 had to be 
canceled due to COVID 19, IGA will 
rollover its support to the event in 
2022.

Logo placement on all marketing 
material

Logo placement at the event.

NTJFA

IGA is the Major Sponsor of the NTJFA 
for 2021 - 2022 – 2023

The NTJFA is a junior AFL competition 
formed in 1975 in Northern Tasmania 
that provides a competition program 
for around 1800 children from Under 
9 through to Under 16 boys and Under 
14 & Under 17 girls.

Logo placement on all Footballs used 
for NTJFA games

Logo placement on all team gurneys 
(all clubs)
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��7B�LW�L�WLkv�vLkvL���v��W�v�7������v���W�v�7��Wv�����k����L�� �!"#�$"���"#%&'(')0)1'�34�56347'�8�93&&�(1@�3'A)6�B3056)A)1&7C)�71B30)436�'A)�D)(6�)1@)@EF�GH1)�IFIP1QR� IFIP IFIF���������������T ����������������TBQURVUWVUX�QY�̀aRVQUbcdef�hi�phhqr�isht�uhvwxvyfq�h�fsdwxhvr ��������������������� ������������������������hrw�hi�rdefr�isht�uhvwxvyfq�h�fsdwxhvr ��������������������� ������������������������̀Qbb�ỲQ�VR ��E�I������������������� ������E�������������������dspf�w�shyp��sf�fvyf ���������������������� ������������������������cy��exfs�udrf�deeh	dvuf�sf�fvyf ��������������������� �����������������������cy��exfs�wfstr�sf�fvyf ��������������������� ������������������������
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7PVPWwG 7PVPWwF 7PVPWwB (HISW9PbXUUTacwdSTUwVSWXPwYPS̀XUPYPaÌefg�gif�pw�rrstr uuvwxyxw �wxv�w���w �w �w���w���w�g�srt�sgtw����s�t� �w �w �wy��w���w �wy��w���w���grw�g�w�sisf���psr �wx�uw���w �w �w �wx�uw���w�w���w��yw �wxv�w���w �wy��w���w ��wx��w���w7PVPWwG 7PVPWwF 7PVPWwB (HISW9PbXUUTacwdSTUwVSWXPwYPS̀XUPYPaÌefg�gif�pw�rrstr �x�w�v�w �w���wu��w �w �w�uvw�v�w�g�srt�sgtw����s�t� �w �w �wy��w���w �wy��w���w���grw�g�w�sisf���psr �wv�uw��xw �w �w �wv�uw��xw�wxyxwyuxw �w���wu��w �wy��w���w ��wy��w�uxw
BC�DXaP�FCFG
BC�DXaP�FCFC

e�f���p�s�s�r��s�sgtr��sip�rrf�fs��rfgh���f���p�s�fs���i��t��t�s�psitrt�sr���sitf�ft���t�sfg��tr�rs�fg���fght�s�s�r��s�sgtr�w	�sw��f�w��p�sw�fs���i��wi����frsrwt�sw��pp�
fghwt��sswps�spr�7PVPWG��f���p�s�s�r��s�sgtr��s�s�f�s������g����rts����ts���fisrfg�itf�s����str���f�sgtfi�p�rrstr��pf��fpftfsr�	�si����s��tf�srw��f����wps�spw�w�fg�gif�pwfgrt���sgtrwi����frswftrw�f�sitwfg�srt�sgtwfgwpfrts�w��rt��pf�gws��ftfsr�7PVPWF��f���p�s�s�r��s�sgtr��s��rs��g����st��rs����psfg��tr�t�s�t��g���ts���fisrwfgip��fgh�s�ps����t�tf�gr���pts�g�tf�s��fifghr���isr�g����spr�	�s��rs����psfg��trfgip��s��fisr�g����t��rs�s�f�s�������fisr�	�si����s��tf�srps�spuw�fg�gif�pwfgrt���sgtrw��f���fp�wi����frswfg�srt�sgtrwfg���gpfrts���g�hs�fg�srt�sgtt��rtr
�s�st�s��fisr���gftr��ssft�s����pfr�s��gt�sfg�srt�sgt��g�hs�r
s�rftsr�g����if�i�p�ts����gh����st���tfif��gtr�rs�si�t��ps���tsr�	�si����s��tf�s��p�r�gftrfg��g�hs�fg�srt�sgtt��rtrt��tfg�srtfgpfrts�w��rt��pf�gw�g�wfgts�g�tf�g�pws��ftfsrww����s�t�wwfg���rt��it��sw�g�w�f�s�wfgi��s�7PVPWB��f���p�s�s�r��s�sgtr��s��rs��grfhgf�fi�gt�g��rs����psfg��tr
�s�st�s��f���p�sr��s�s�f�s�������p��tf�gtsi�gf��sr��rs��g�rr���tf�grt��t��sg�tr�����ts�����rs����ps����st��t���s�sp�fgrt���sgtrfgip��sfg�srt�sgtrt��t��sg�t��rs��g����stfg��tr��rsi��ftfsrt��t��sfg�gfg�itf�s�fppf��f�����st�g���s��p�s��rfgh���spr�g�fgts�g�p��t��efg�gif�p�rrstrip�rrf�fs��rps�sp�i����frst�si����s��tf�srfg�srt�sgtrfgfg�srt�sgt����s�tfsr��rt�srsfg�srt�sgtr��sg�tt���s�fg�g�itf�sw����stwt�sf�w��f�w��p�sw�tw�s���tfghw��tswfrw��rs�w�gwt�sw��f�w��p�srw�sts��fgs�w��w�������f�tsp�wr�fpps�wfg�s�sg�sgtw��p�s�r�	�sps�spfgt�s��f���p�s�fs���i��
ft�fg
�fi�t�s��f���p�s�s�r��s�sgtfri�tsh��frs�fr�sts��fgs��gt�s��rfr��t�sp�
srtps�spfg��tt��tfrrfhgf�fi�gtt�t�s��f���p�s�s�r��s�sgtfgftrsgtf�st�������f���p�s�s�r��s�sgt�rsr��rs����psfg��trt��t�s��f�srfhgf�fi�gt����rt�sgt��rs��g�g��rs����psfg��trwt��t�s�r��s�sgtfr�ps�sp��s�r��s�sgt��rrsrrfght�srfhgf�fi�gis������tfi�p��fg��tt�t�s��f���p�s�s�r��s�sgtfgftrsgtf�st��s��f�sr���hs�sgtwi�grf�s�fgh��it��rr�sif�fit�t�s�rrst��pf��fpft��	�s�sts��fg�tf�g��
��ti�grtft�tsr���rs����ps��s��f�srrfhgf�fi�gt���hs�sgt�g�ftfri�grf�s�s�t��t��rs����ps��t�fr����st��t�t��tfr�s��fp����fp��psw�sh�p��p��frt�f��ts�������ts�w�spf��ps�g��s�f�f��pswg�t�����fst���w�g�����f�s���fg�s�sg�sgtr���isrwt��tw��sw�itf�sp�wfg��p�s�wfgwt�sw�sps��gtw����st�
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F�qrstuvw�yu��v� �tur��u� ��������v�v����wrst �r�vs��� �������y�v���qus�u� �r�vs��� ��������t�r���rww �r�vs��� �������qu�����w��� �r�vs��� ������� G	
�SPT�UVWVXPUPWI�YP̀aHWWPb�̀PUhWP̀VIcHW
&VUP pHacIcHW �VaP��0VbV̀T� 0hYP̀eVWWhVIcHW 8HIH̀�iP�cgbP 'I�P̀ 'I�P̀�WHWegVa���PWPdcIa (HIVb�̀PUhWeP̀VIcHW� � � � ���u����r�stswr��v ����u���v����� �vu�������wu�����v�t������sv������vu�v������������������wv��� �wwr�u� �vu�������wu�����v�t������sv�� �u��v�������������!���yu��v� �vu�����qv�stu��r�r�"�#� �%%wrv����"u"v�v�����ur"� �r�t �vu�����qv��v�� v��rsv� ��u���qur� �vu������r�u�sv&rs�wv�qs��wwu"t �vu������v�%wv�#���w���v����u��v��������������u��� ��tv�wu�� �vu�����������r����� %vsruw����'vs���#����r"t��(�u�r���wwv� �vu�����qu��v�r�"�wv���!ur������ �vu�����������u�r���(vst��w�"��#�����v�sruw��u���v��tr%��v�v��qu��r� �vu����� u�v�����vuw�t�#����r����v�� ���������� �������� ������� )� ��������� ������������u����r�stswr��v ����u���v����� �vu�������wu�����v�t������sv!���yu��v� �vu�����qv�stu��r�r�"�#� �%%wrv����"u"v�v�����ur"� �r�t �vu�����qv��v�� v��rsv� ��u���qur� �vu������r�u�sv&rs�wv�qs��wwu"t �vu������v�%wv�#���w���v����u��v��������������u��� ��tv�wu�� �vu�����������r����� %vsruw����'vs���#����r"t��(�u�r���wwv� �vu�����qu��v�r�"�wv���!ur������ �vu�����������u�r���(vst��w�"��#�����v�sruw��u���v��tr%� ���������� �������� ������� ���� ������ ����������

&��)v�vs��r�v��r�vs�����v���v�u�r���r��u"�vv���������tv��v��v���u��vust���q*

!v���v�u�r��wv�vw�����v��u�u"v�v��%v�����vwu�v�v�r�uss���u�sv+r�t�tvs���v��s�)�%v�u�r�v!v���v�u�r����r�vwr�v�*,��v��tv�v��r�vwr�v���v���v�u�r��r�u��v��v�u"ur����u�r����r���������u����u����v�st�u���*(tvv�%w���v���v���u��s���r�r������v��u�u"v�v��%v�����vwu�vs���ur�v�r�r��r�r��uwv�%w���v��s����us��u��%�v�s�r�v���uw�v���v�u�r�����%v�u���u�r���������vtrswvu���uwu���us�r�rsv%���r�r���*��u��r�r�����tvr��uwu�rv���tvs�)�%v�u�r�vuw��%���r�v����)su�t�v�v�r��u��s����r���v���%���)v�%w���v����%v�u���u�r��%wu�����tvr��vtuw�*(tv%v�����u�sv����vust��v���u�u"v�v���%v�����vw��r���v�rv+v��u���uww��+trst�r�sw��v��u��v�rv+�����tv��v���v�u�r���%us�u"v

���������uwu���r�sw��v��uww����������s���r�v�u�r���%ur��u���%u�u�wv������v��rsv���v��v�v���s��%v��u�v��u��v�sv�����r�"��tv�%v�r���u����uwu����us�r�rsvu������*�� �%v�u���u�r����vu����tv�s����r���r�������tv���%v�u���u�r������������tv�r��r�r��uw*��-vtrswv�s������v%�v�v����tv����uw�s����������r�v���u���%�r�u�v���v�����vtrswv��%���r�v�����v�vs��r�v��u��%u�������tvr���v���v�u�r��*����tv���v�v�r���r�sw��v��uww����������v�%w���v���uww�+u�sv���%u��v����r��wrv�����wvu�v��"r�����������%%wrv���u���u�����tv��s��%v��u�r���%ur��u���%u�u�wv*����tv�����)su�t��v�v�r���r�sw��v����v�v����r��%���r�r��������u���uw�wvu�v�u���w��"��v��rsv�wvu�v*

BCeDhWPeFCFG
BCeDhWPeFCFC

(tv���ww�+r�"��u�wv��r�sw��v���tv��v���v�u�r����v�urw������vust�%v������tu��us�v��r��u��v���u�u"v�v���%v�����vw�%��r�r������r�"��tv��r�u�sruw��vu�.

BCeDhWPeFCFG(tv���ww�+r�"��u�wv��r�sw��v���tv��v���v�u�r����v�urw������%v�������tu��us�v��r��u��v���u�u"v�v���%v�����vw�%��r�r������r�"��tv��r�u�sruw��vu�.

BCeDhWPeFCFC
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