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e Traditional Tesco Café




Stores & Formats
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* New look and feel -
latest design standard
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* New customer offers:
- Click & Collect desk
- Scaleable beauty department
- Patisserie
- Costa Café

- Improved snacking offer
- 1,800 new products

products online at

tesco.com ™
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Service & Staff

Tracey Clements
o L= Highlights
“Great training
“Richard session, really , . o
always smiles enjoyed it and e Completed the recruitment, training and deployment
the trai
andhelpsme [ of more than 8,000 staff

to get a trolley
if heis around”

* Provided 350,000 hours of specialist training

“Great old

school

“Very friendly ‘ wraining, great P8 New uniforms to make staff more visible

staff, a smile
makes all the
difference:)”

old school
values”

Making
moments
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e 11 nationwide events briefing over 3,000 Managers

[
“Just asked where Eac.k to
the laces were kept. asics
The lady took me to great-
them and made a friendlier”
joke as we walked
over. Nice and

cheerful” U gl ® 100s of store teams sharing ideas, photos and
= 8  suggestions




Service & Staff

Tracey Clements

Ingrid Kennedy » Tesco
7 November at 14:48 * @

Was at the Tesco helpdesk on Norham Road, North Shields, tonight checking a receipt when 2
distraught woman came up to the assistant and said she'd lost her son, so the assistant called out a
‘code 6' on the tannoy and you'd think she had stated the first one at the desk wins a £1,000 because
it was like every assistant not on tills came swarming over in about 10 seconds.

The woman gave them a description of her young lad, about 6 (I think) and has communication
difficulties. The assistants all bolted away, one went to the door to make sure he didn't leave and
about 30 seconds later one assistant comes up with a sobbing boy in tow, who ran into his mam's
arms and he was in tears, she was in tears, T was nearly in bloody tears!

So good on you, Tesco, you did a grand job and this ‘code 6" was executed perfectly.

T've posted this on your Facebook page because I don't think people take enough time to compliment
on a good job.

Like + Commant

€3 Lynn Lsmplugh, Tan Smith, Stalls Thamas and 71,158 others like this.

ah
@ Just had the friendliest, most helpful man deliver my.
@lUKTesco groceries. Thank you very much -]

Details
Tesco Customer Care @ UkTescn 2h
sI,".:-'g @ SmophieG That sounds like a delightful experience; can
you please tell me more about how he helped you? 1)
Details
Sophie G EmophisG 1h

@wlKTesco He was really nice and happy, he helped me
unload the boxes, told me what each box was and took away
my hags for recycling. -)

Details

Danni Larkin » Tesco
29 at 16:30 * @&

THANK YO

Like - Comment
& 12 people Mk this,

1 just wanted to say a massive thank you to a member of your staff at the Woodseats branch on
Chesterfield Road in Sheffield. There were no baskets with wheels on for me to use and being on
crutches made a normal basket difficult so a member of your staff saw [ was struggling, took my
basket from me, helped me finish my shopping, packed my bags and made sure 1 was OK to carry it all
home. I am sorry t say I can't remember her name but she could not have been more helpful running
around the store coliecting the items for me. This has restored my faith in humanity to say the least!

2 Noves

r at 14:36 near Londan © @

The woman serving on the Fharmacy counter in Tesco Friern Barmet (Colney Hatch Lane) made my
day. As 1 went back to collect my prescription, she said 'This must be for your mother,' Me: No, it's for
me." Her: Are you really 627 Wow', Walked away feeling instantly better. Thank you lovely lady,

Like * Cotmnent

& 4 people like this.

Jan Matthews » Tesco ”
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From Ceo Customerservice@uk tesco.com
Received 15 0ctober 2012, 0323
Subject Fu' Staff Feedback - Rusholme Express Manchester

Show Plain Text (Full Screen]

From:

Sent: 14 October 2012 14:17

To: Customerservice, Ceo

Subject: Staff Feedback - Rusholme Express Manchester
Importance: High

Dear Sir/ Madam |
Iri this day and age people are guick to complain.

May | please take a few moments to note the lovely experience your Sales
Assistant Ali gave on 26th September 2012 at 1615pm 2

He offered a bag was friendly and polite and maybe he had done this all day but
made e feel special

It is Tesco's people that put it ahead and | sincersly hope Al will get an incentive

Zoe White

Dear Tesca,

Twould like ko offer my sincere thanks ta two of your staff, Thave been
a customer of yours for years now and remember my mum abways
caming to you for our weekly shop as kids, Despite being shble to get
cheaper items elsewhere, she always came back ko you...now I know
whey

1 visited your Weston Favel, Northampton store taday with my 5 week
old baby. When we got there, baby wanted a feed so we went up to the
cafe ko sit whilst she fed. A lovely man {who was working the til) took my
payment and upon hearing my baby cry, suggested we take a seat, He
bought my Food and drink over to me promptly and remained atkentive,
without being rude or overbearing throughout our skay,

After khe cafe, we went inka the store For some shopping. T opted to go
through self service as there was no queue, OF course, baby had o
have a little cry at this point. The lady covering the area then offered to
push the pram to settle babey while T puk my shopping through, She
helped me ta process my goods and kept my baby calm throughout,
These are truly lovely staff,

Some might ask why I kook baby out shopping when she was going ko be
upset and cause me to require assistance, Well, o shall tell you...my
baby has a severs Food allergy and is regularly in pain and unhappy so 1
have na choice but to get on with doing things like shopping even when
she cries, The little bits of help offered by your staff today were
inwaluable to me, they have really and truky brightened my day so thank
you Tesco and thanks ko your pecple.




Bishop’s Stortford — Health & Beauty

John Farrell
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Customer feedback

“It’s another reason to
shop at Tesco”

“Everythingis so well laid

| outyou can easily see
= what you are looking for”

= “Thelook and feel and
= service provided is more

in line with a department

J store or Duty free rather
@ thanasupermarket”

i “Opportunities to

increase ranges of further
prestige brands”




Clicks & Bricks

Neela Mukherjee
1. Range 3. Click & Collect

e 75,000 to 250,000 SKUs e QOver 1,500 stores
e QOver one third Express
¢ Order by 3pm for free next day collection

2. Marketplace 4. Mobile

o) H ]
e 20 Sellers e 10% of Direct’s orders
e QOver 100,000 SKUs
Sellers at:
More gift ideas with D‘ESCO Collect
— Clubcard

* 1000s more products to choose from
* Everything in one place

* Easier to compare products and prices
* Clubcard points on all seller orders

Find out more information
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Baby & Toddler

Art, Crafts & Stationery

ceeking
marvelleus
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Natural Health & Beauty
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5. Economic model

e Leveraging our assets
= Store network, distribution
e Scaling marketplace
e Mix
e Own-label

EAL OF THE DAY ®©

Free click and collect from over 1,500 stores. Exclusions apply.

Technology & Gaming +
Home Electrical -+
Home & Garden 4+
DIY & Car +

Toys +
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