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Nespresso in a nutshell
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Boutique

33%

Internet / Mobile Call Center

51% 16%

Nespresso in a nutshell
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Changing Consumer Behaviour
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What Nespresso customers want
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Most important

• 66% - Delivery by appointment, at 
my choice of time 

• 62% - Collection of used capsules 
via all delivery modes

• 59% - Track my order during 
process

Less important

• 47% - Order pick-up in boutique

• 35% - Express home delivery

• 30% - Automatic monthly order



Nespresso YourTime
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Nespresso YourTime?

• Timeslot delivery

• Track & Trace (NL) back office

• Track & Trace (NL) front office

• Price setting

• Swap of Recycling bags

• IT Setup

P8



P9

Need for a flexible and agile supply chain
Sameday orders require short lead times

Challenges at beginning of project

Close to customer basePersonalised proceduresSupplier competencies



16 hours
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Supply Chain Setup

Close to the big cities1 Partner for warehousing, sorting and distributionReplenishment from national warehouseService development together with partnerShort lead times

3 - 5 hours

Maximum 30 SKU’s



Roll-out
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2010

2012

November 2010
Pilot in Brussels (BE)

June 2011
Roll-out to Ghent, Antwerp

and the Coast (BE)

August – October 2010
RFQ and Supplier Selection

February 2011
Roll-out to « The Randstad » (NL)

December 2010
Pilot in Amsterdam (NL)

July 2011
Strategy optimization

October 2011
Roll-out to Belgium

Target: April 2012
Roll-out to The Netherlands

Target: June 2012
Roll-out to Luxembourg

…



Customer survey (Feb 2011)

91 % of customers were 
highly satisfied or satisfied

Project results
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• High customer satisfaction

• Timeslot popularity

• Increased order size

• Balance workload / capacity in WH



Conclusion
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Your Time

Your Place

Your Way

And all this for only 5 extra!
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Thank you for your attention!


