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Customer Satisfaction Survey

Thank you for taking the time to fill in our customer satisfaction survey
sent out in December last year. Your responses and feedback are
invaluable as we understand what is and isn’t working for our customers.
It gives us the opportunity to make improvements to our products and
service delivery for 2009 and beyond.

Our overall average customer satisfaction rating was 82% which is a little
above 2007’s total and heading in a positive direction. One area identified
for immediate improvement was the Vendware® upgrade process. Often
driven by projects, the number of upgrades per year requiring User
Acceptance Testing (UAT) had grown substantially over 2007 and 2008,
creating UAT resource issues for some customers. We have now set two
dates per year for upgrades which means all projects that require a
Vendware® upgrade will fit into these scheduled releases. Additional
maintenance windows have also been set throughout the year for patch
releases that do not require UAT. We believe the upgrade structure and
patch release creates a more predictable and responsive release schedule
for reported incidents, providing our valued customers with an
opportunity to plan resource requirements for UAT in advance.

Upgrade and Maintenance Dates 2009

March Vendware® Upgrade
30th March available for UAT
11th May available Live
October Vendware® Upgrade
28th September available for UAT
9th November available Live
Scheduled Maintenance Windows
28th June
26th July
23rd August
6th December

Interest in training was raised by several survey respondents. For new
users of Vendware® our online training programme is a great way to
understand the basics of Vendware®. When you receive your Vendware®
login information from our Customer Services Team you will also receive
access to the training system. The current training modules go from basic
functions such as logging on and off Vendware® right through to
dispatching. It has a nice, simple interface and is very easy to use. If you
are unable to login and would like to, please email support@vmsl.co.nz.
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Training Europe and the USA 2009

After a few delayed starts we are now
pleased to confirm there will be
training sessions in both the US and
Europe in June 2009. The sessions will
run over two days and cover all new
features in Vendware®, an overview of
Route Commander, Aurora, VIU8 and
VIU360 installations, and Vendware®
best practice.

We have kept costs at the same level
as last year USDS200 per day.
Attendees will be required to book
their own accommodation and flights.

Locations - we will provide one training
session in Ireland on the 22" and 23"
of June with the possibility of
additional course if participant
numbers allow. The US training session
will be in Atlanta on the 17" and 18"
June. Your account manager will be in
contact shortly to discuss details.

We are looking forward to a busy year
with many projects underway and
many more scheduled. For an overview
of our projects and developments
please see the Development Road Map
on page four. This is an overview of our
plans for the year and we will keep you
up to date with progress via the
quarterly newsletter.

Warm regards

The VMSL Team
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Harley O’Neill (VMSL
Firmware Engineer) and
Stuart McGregor (VMSL
Account Executive)
installing VIU’s for the
Aurora Field Trial.

New Product

VI U8 For Electromechanical Vending Machines

Many electromechanical machines perform very well in locations

where newer electronic machines would not be suitable or viable.

Wf (0 ”Z VIU8 is an online solution that will enhance the servicing and sales
4 ’ - performance of these older machines with minimal investment. It

supplies accurate daily reporting directly to Vendware®, ensuring

enhanced servicing, increased sales and higher levels of customer

satisfaction. VIU8 can also provide older machines with advanced

capabilities such as credit card payment, on demand interrogation

and motorized electronic lock control and has been designed to

operate on the new Aurora Telemetry Platform. The VIUS8 is
expected to be manufacturing ready by June 2009.




Pictured from left: Natasha Asquith (New South Wales Logistics Manager),
Heather Cochrane (South Australian Logistics Manager), Lachlan Robertson
(National Sales Execution Manager), Chris Rowell (Queensland State
Vending Manager), Shane Green (foreground).
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CC Amatil Logistic Managers
Conference

Shane Green (VMSL DBA) and Toby Mills (VMSL
Customer Services Manager) recently attended the
CCA Logistics Managers Conference in Melbourne to
share information on the upcoming release of
Vendware® and plan the rollout of Route
Commander 2. CCA Coca-Cola Vending have now
had the new 'Logistics Manager' role in place for
more than a year and are starting to see some very
positive results. Logistics Managers report directly
to the Sales Center Vending Manager and are
responsible for co-ordinating the Dispatchers,
Supervisors, Warehouse staff and Equipment
Services to achieve the highest level of uptime for
the vending fleet.

VMSL Customer Projects

Republic of
Ireland moves to
Vendware®

Drikker Coca-Cola
Norway Pilot

F & N Coca-Cola
Singapore
rollout

Coca-Cola
Bottling
Company United
(CCBCU)
Birmingham,
Alabama

Coca-Cola
Indonesia

Recently the Coca-Cola Hellenic Bottling Group merged its Northern Ireland and the Republic of
Ireland Coca-Cola operations and they now report to a single country manager. As a result of this the
Northern Ireland Vending Operation (Lisburn) are to merge an extra 4500 vending machines based in
the Republic into Vendware®. This brings the total number of outlets managed by Vendware® in
Ireland to approximately 5,700. The project to bring all outlets, including cold drinks, snacks and hot
drinks, into Vendware® is nearing completion. By the end of April it is expected that all new outlets
will have been added to Vendware®, all drivers will be working with VMSL handheld Software and
loads will be fed directly into SAP.

The Vendware® pilot phase is now complete and analysis of the results is underway.

The Vendware® pilot has completed successfully and F & N Coca-Cola have rolled out Vendware®
across their remaining routes. Today they have 4,600 outlets across 26 routes, all being dispatched
using Vendware®. F&N Singapore have now commenced rollout of an online trial.

CCBCU is engaged in the early stages of a VIU pilot covering an entire route at their Chattanooga,
Tennessee sales center. After 30 days of the official 90-day pilot, KBIs are indicating positive results
when compared to control data. KBlIs are being tracked on a weekly basis with assigned targets for
each. A subset of the Vendware® KBIs being measured are: sales per day, cases per stop, stops per
day, average fill ratio, space to sales warnings, uptime (out of stock, out of change, out of order and
product jam), forecast accuracy and price differences. CCBCU is also measuring percent of stock sold
from load, fuel cost per case, customer and service call-ins. David Sours, Director of Immediate
Consumption, says, “So far we are very excited about the VIU pilot and how valuable the DEX sales
and machine fault data is to our operations. With a few changes to our day-to-day functions and
recommendations from VMSL, the pilot is beginning to show us a better way of servicing our
customers and consumers with less costs and greater delivery efficiencies.”

We continue to assist Coca-Cola Indonesia in pursuit of an online cashless payment solution.
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VMSL and Coca-Cola Amatil Australia have been closely monitoring the Cashless Payment System since June last
year. Now accepted as an alternative to cash for small payments, we are seeing a gradual increase in cashless
sales as consumers get familiar with reaching for a card instead of loose change. This has resulted in the
strategic move from CCA to buy a card reader and VIU with every new vending machine, enabling the spread of
card use amongst Coke consumers.

Success at the vending machine has been matched with success behind the scenes. Facilitating the vend with a
card is a simple installation - reconciling the payment to the electronic transaction and then the product placed,
is very complex and in the past has been the main reason for not moving to cashless payment systems. VMSL
and CCA have solved the reconciliation issues by interfacing CCA cash systems to the Cashless Reconciliation
Engine (CRE); built by VMSL for CCA and The Coca-Cola Company. The CRE enables the matching of payments
into a bank account to the sales at the machines. Cash and Cashless accountability is also managed, settling to
the cent, leaving route drivers, cash management staff and managers absolutely sure that the correct cash has
been collected from each vending machine. The process is so smooth that at a recent meeting Tiffany
McNamara from Cash Management said of cashless movements in the general ledger “I don’t do anything, it
just reconciles”.

At the time of writing the CRE has processed just under 45,000 transactions, matching to 5,377 fills across 448
truck loads. 98.6% of the transactions have reconciled within three business days of the transaction occurring;
that means funds in the bank and matched to the individual vend. Out of the 45,000 transactions, there have
been 50 requests for receipt copy from the card issuer, only three of which resulted in a refund.

The next step, bar enabling more machines, is producing a proof of concept installation for a closed loop
system. The scoping for closed loop is under way, with the pilot installation due to begin late June. Expect an
update in the next newsletter.

As we go to press VMSL has been asked to interface the CCA Cashless Payment System to SAP. This change
will be developed and tested between April and June, going live at the end of July. This development builds
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Development Road Map 2009

New Vendware® Features Projects

New Route Commander Features

New Cashless Features New Products
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Forecasting and Forecast Accuracy

The ability of Vendware® to forecast (or predict) sales and fill requirements is a core feature that has enabled our
customers to move from fixed to dynamic schedules, facilitate day-ahead dispatching and enable overnight truck
loading for improved workforce efficiency.

In our efforts to keep our forecasting algorithms as up to date and effective as possible, we periodically review “forecast
accuracy”. In the supply chain industry, forecast accuracy is typically measured using the Mean Absolute Percent Error
(MAPE) — the difference, at a product level, between the forecast and the actual fill. The best possible MAPE outcome
would be zero, meaning every forecast made is exactly right. Inverting MAPE gives us our accuracy figure — zero MAPE
means 100% forecast accuracy.

Analyzing data across our customers’ systems, we have found that just using Vendware® and paper routes yields a
forecast accuracy of 40-50%; using a handheld solution such as Route Commander we see 50-65%; and when using
telemetry combined with handhelds, 75-90%. The range of accuracy is due to the varying influence of people and
process, without which no technology can ever be 100% successful.

What does this mean for your business? Forecast accuracy gives you the ability to only visit those machines that
require visiting yielding truck loads with less returned stock for reduced warehouse overheads, increased sales through
avoidance or fast correction of out of stocks, and higher per visit case throws for greater fuel efficiency.

We believe that telemetry and handhelds is the most effective forecasting solution when combined with good
operational practices gained through management and education. However, in these capital constrained times we also
advocate using Vendware® standalone, as this will yield some of the benefits associated with forecasting and will also
best position you to effectively decide those portions of the fleet that require greater forecasting accuracy and fault
management capability, thus providing the maximum return with the capital funds available. We are also aware that
when implementing Online solutions additional costs can be incurred in other areas, such as Equipment Services. Our
approach and methodology is: People and Process first, Offline second, Inline third and Online last, enabling effective
implementation of the product set.

ISO Registration and Audit 2009
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We have just completed our first ISO quality audit
Vo ok for 2009 and are very pleased with the results. Not
Prt i bt e =gy only have we maintained our accreditation but
- there are no conditions of registration related to the
external audit. It is rare for a company to have no
conditions following an external process and
documentation audit. It shows that our systems for
quality, processes and record keeping are working
well and being followed by all our staff. This directly
contributes to the quality of our products and
services.
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framework, currently being used by around 897,000
organizations in 170 countries worldwide, and sets
under construction. We will be launching the site the standard not only for quality management
before our next newsletter is due out (at the end systems, but management systems in general.
of June) so we will send an email to announce its It helps all kinds of organizations to succeed through
availability. improved customer satisfaction, staff motivation
and continual improvement.

Above is a preview of our new website currently
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Vendware® and Mass Price Changes

We enjoy receiving feedback from customers about our products and their application in the real world. When
combined with our handheld software, Vendware® is a powerful tool for managing your mobile workforce. Recently
Hungary completed a mass price change across their whole vending fleet, leveraging the power of Vendware® and
VSeTool® to achieve a task in 6 weeks that would normally take much longer.

Attila Koller, National FSV Distribution Manager for Hellenic Hungary outlined their
recent “Mass Price Change Project” for us: “Our biggest concern before starting the
project was that the dispatcher could not handle this amount of data change, would
not have enough time and that there was a high risk of data being mis-keyed. By
using Vendware® to schedule a mass price change these problems were solved. We
did not have to bother about data processing, we were able to prepare and check
the scheduled changes prior to project and we also preloaded the data into the User
Acceptance Testing system for double checking before the project started. During
the project we have not received any complaints from fillers about missing data. We
have increased the prices on more than 4,000 outlets within 6 weeks affecting over
20,000 individual columns.”

Some of the advantages of using Vendware® to make price or flavor changes en masse are:

U High visibility of the end-to-end change process, from scheduling through executing to tracking of progress in the
market.
The schedules are visible and automatically download the relevant information to the Route Drivers handheld
software.
Once the changes have been completed, the Outlet is automatically removed from the scheduled change list.
A daily report provides the necessary information for settlement data entry into other back office systems such
as BASIS or SAP.
Progress reports are also available to show the status of each scheduled Outlet so management and operations
can stay abreast of project status.

March Vendware® Upgrade

Scheduled for live release on the 11" May. This upgrade is focused on the SAP integration project which brings all
of VMSL’s products in-line with the Global Coca-Cola SAP strategy. All customers using handheld applications
integrated with Vendware® will also be able to use the new HHT Transaction Manager add-in. It allows users to view
handheld transactions in detail and verify data before it is transferred to a back office system such as BASIS or SAP. There
are two additional modules - Cash Bag Manager and Cash Variance Investigation (CVI) Manager available to customers
with compatible handheld solutions deployed.

Route Commander 2 is being deployed into a testing and rollout program with Coca-Cola Amatil as part of this
upgrade and will be made available to all other customers later in 2009. Route Commander 2 offers SAP integration
and is designed for use by Route-based and Driver-based dispatching. Some of the new features included are:

Enhanced “back-to-base” connectivity that allows data to be exchanged with Vendware® throughout the Drivers’ day

Drivers will be able to plan their own multi-day Tour and Load Proposals, and order Loads remotely

Minor service calls can be directed to and updated by the Driver, whilst major service calls can be captured and

escalated to Service Technicians.
X A demonstration of Route Commander 2 will be included in our training sessions in Europe and the USA in June.

For further information on any article in this newsletter please contact us:
Email: info@vmsl.co.nz NZ +646 377 0002
Vending Management Services Ltd USA 1888 241 3829
PO Box 925 UK 0800 731 2805
Masterton 5840, New Zealand




