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Nespresso in a nutshell

Perfectly portioned
highest quality
Grand Cru coffees

Smart and easy
to use machines

Personalised
exclusive services
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Nespresso in a nutshell

Boutique
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What Nespresso customers want

Most important

1 Low ... 5 High
* 66% - Delivery by appointment, at
my choice of time

Reliability

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

Personalized Convenience

* 59% - Track my order during
process

Less important

Flexibility to change Fast

* 47% - Order pick-up in boutique

» 35% - Express home delivery

Low-cost

» 30% - Automatic monthly order
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Nespresso YourTime?

o |T Setup

* Timeslot delivery 10n00
* Price setting z:::
e Track & Trace (NL) back offiee
e Track & Trace (NL) front offi:(%:%:

» Swap of Recycling bags
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Customers




Supply Chain Setup

Productio atinnal Warah nirce Sorting 1&2 istributi &
1on National Warehouse Sorting 1&?2 Distribution Ristomers

Customers
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Roll-out

2010
August — October 2010 » &
RFQ and Supplier Selection bpost =~ rmouums s

® November 2010

Pilot in Brussels (BE)
December 2010 @

Pilot in Amsterdam (NL)
® February 2011

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

Roll-out to Ghent, Antwerp
and the Coast (BE) § 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

v

[T

2012

P11



Project results

40%
30% o
» High customer satisfaction Yo
. ] I10% -
» Timeslot popularity :
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. . 1
» Balance workload / capacity in WH j @“
_ Workload NYT WH
 Increased order size 2005
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Conclusion
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~And all this for only 5 € S
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