
YOUR INDUSTRY NEWS PROVIDED BY MGA INDEPENDENT RETAILERS

04
Special Issue 
COVID-19 

From bushfires to pandemic - 
we will survive!

A POINT IN TIME         HOW WE MANAGED THIS CRISIS         FEBRUARY TO JUNE 2020

Issue 



3

OUR MISSION
The mission of MGA Independent  
Retailers is to deliver the best possible 
industry specific business support  
services to independent grocery, liquor, 
timber & hardware and associate store 
members.

MGA NATIONAL 
SUPPORT OFFICE 
Suite 5, 1 Milton Parade, 
Malvern, Victoria, 3144 
P: 03 9824 4111   
admin@mga.asn.au  •  www.mga.asn.au 
Freecall: 1800 888 479

RETAILER DIRECTORS
Debbie Smith (President): Queensland 
Grant Hinchcliffe (Vice President): Tasmania 
Graeme Gough: New South Wales 
Michael Daly: Victoria 
Ross Anile: Western Australia 
Carmel Goldsmith: New South Wales 
Chris dos Santos: South Australia 
Lincoln Wymer: Victoria 
Jeff Harper: Victoria

MGA  
CHIEF EXECUTIVE OFFICER
Jos de Bruin 
03 9824 4111 
E: jos.debruin@mga.asn.au

CORPORATE PARTNERSHIP  
& MEDIA SALES
Mark Paladino 
0417 264 331 
E: mark.paladino@mga.asn.au

DESIGN & PRODUCTION
Cindi Damian    
E: cindi@mga.asn.au

EDITORIAL CONTRIBUTION:
Anthia Galanis 
0419 185 783 E: agalanis@bigpond.net.au

FOLLOW US ONLINE

www.facebook.com/
MGAIndependentRetailers

www.linkedin.com/company/ 
mga-independent-retailers

www.twitter.com/ 
MasterGrocers

Contents

Saving your business up to 40%* 
on debit transaction costs.

When it comes to local business, even the smallest 
things can help. Like lowering your debit transaction 
costs by up to 40%. Find out more about least cost 
routing today.

Least cost routing

Learn more at eftposaustralia.com.au/lcr

*40% saving based on numbers provided in the RBA Bulletin March 2020. Subject to your Acquirer terms and their passing through eftpos’ package wholesale pricing.

EFT0389 LCR baker FP MGA 297x210 v01 R.indd   1EFT0389 LCR baker FP MGA 297x210 v01 R.indd   1 22/6/20   15:1022/6/20   15:10

5 CEO welcome 

7 Message from the Prime Minister, The Hon Scott Morrison MP

8  Message from the Treasurer, The Hon Josh Frydenburg MP

9  Message from Senator, The Hon Michaelia Cash 

11  A SEAT AT THE TABLE: 

MGA a critical advocate for independent small businesses during COVID-19

12 Fighting for our fair share: the anatomy of pandemic-driven supply and demand

14 Supply disparity poses irreversible threat to independents

16 THE MGA BOARD: Sixteen days that shook the independent retail sector

20  ‘We’re here to help’: Helping members save their business, keep their staff and 

customers safe during pandemic

22  MGA JobKeeper advice averts staff relations disaster for SA independent

24  SAFEGUARDING COMMUNITY, STAFF & SUPPLY Team Reddrop’s pandemic 

playbook: Multi-store owners’s safety regime protects thousands

28  Award-winning SA retailer redefines ‘normal’ in the middle of a pandemic

30 ‘It’s not all gloom and doom’ : An epic tale of community resilience

32  True community champion steps in where the big chains couldn’t or would’nt

34 Community pillar leads the way for remote WA tourist hamlet

36 Young supermarket essential worker: Life will never be the same

37  Husband, wife team separate as pandemic sweeps the nation

38 This is Australia: I’ve never, ever had a problem with supply

40 Humble independent retailer leads the way, majors follow the suit

42 Alice Springs institution protects vulnerable, services remote communities

44 Sneeze guards: one retailer’s love letter to his community

46  We are living history: Burnie team at epicentre of Tasmania coronavirus outbreak

48  Perth retailer’s 5-step safety protocol keeps staff, customer safe

50  Independents: Media, community heroes Brisbane store manager makes page one • 

Viral YouTube video catapults SA supermarket  boss to global hero status • Standing up 

for your team ‘Calm down rude shoppers’ • Spearheading exclusive shopping hours

54 CUTTING THROUGH THE CONFUSION  

 Top retailer: MGA communicates in retail speak, not government speak

56 SPAR Boss: ‘Not one member received a load a day late’

58  LIQUOR NEWS ALM fast tracks independents online ordering portal to meet new 

customer needs

59  The shopping centre paradox. Once a retail powerhouse, avoided by shoppers during 

lockdown

60  Facing down the stampede: WA liquor restriction’blindside’ that may alter industry forever

61 Pre-packaged liquor declared essential service, prevents prohibition-style bootlegging

62 MGA TMA Timber industry and the bridge to recovery

64 MGA TRAINING Why training? And why now? 

66 Pauls IGA & Heathmont IGA nominated in the Premier’s Sustainability Awards

67 Store location map from around the nation

68 Equipment Breakdown

69 COVID-19 Timeline

Front Cover:  Main photo L-R: Bailey, Yvette and Store Manager, Alex Harper of IGA 

Ashburton VIC. Read their and Justin Burke’s story on page 36. Inset photo: 

Hand Washing Station IGA Marketplace New Farm QLD. Read the Hopper 

Group story page32.



5CEO REPORT: COVID-19

mga.asn.au  |  COVID-19 Special Issue |  Edition 4

CEO WelcomeMGA Corporate Partners

tasmanian
independent
retailers

DIAMOND

GOLD

ASSOCIATE

PLATINUM

BRONZE

SILVER

WAREHOUSE AND BRAND PARTNERS

Welcome to this historic COVID-19 edition of MGA’s Independent Retailer Magazine. In 
this edition, we capture how our members and industry sector, around Australia, have 
coped with the unprecedented Coronavirus or COVID-19 pandemic.

Never in our lifetimes have we seen such catastrophic times where we see entire industries 
and business communities being forced to shut down so people can isolate and distance 
themselves from others to stop any risk of contracting and or spreading COVID-19.

Right from the outset MGA/TMA advocated strongly with state and federal Governments 
to have supermarkets, grocery stores, liquor stores and timber or hardware businesses to 
be regarded as essential businesses to remain open and trading. This was well accepted by 
all governments. 

Never before have we seen such inspiring collaboration 
between the Federal and State governments by way 
of a National Cabinet. The immediate and substantial 
Federal and State Government financial support 
made available to all those businesses and people in 
desperate need of support to keep their businesses 
afloat or in hibernation and through the JobKeeper 
program to help them keep their employees connected 
to their businesses.

The challenge was then for members to make their 
businesses safe for staff to work in and customers to shop 
in. All our members are to be congratulated for their brilliant 
agility to quickly adapt and trade through these strange and 
uncertain economic times.

Times where we saw consumer “panic buying” resulting in 
massive supply chain disruption causing shortages of toilet 
paper, baking goods, flour, rice, pasta, tinned and frozen 
foods, yeast, eggs, cleaning goods, sanitisers and so the list 
goes on, for weeks on end.

We thank our many members and industry stakeholders for 
their very real stories during this horror time. The stories 
contained within, capture general themes; keeping our 
workers and the community safe, the extreme measures 
independents went to, to ensure Australians had the 
essentials during the stay at home phase, defending the 
integrity of the industry when it was under threat from anti-
competitive behaviour, ensuring the longevity of the sector 
and the central role it plays in offering Australians in every 
corner of the nation choice, price, human connection and 
community.

What is of paramount importance is that MGA and 
its members’, with their long history and a legacy of 
stepping into the breach when Australia has been in 
crisis, has once again come to the fore when they were 
needed most, and looked after their communities. 
And it’s that social history that we have captured for 
posterity so that the stories are not lost, the heroes don’t 
go unsung and that we never forget the contribution this 
important retail sector made during the crisis.

I would firstly like to thank all MGA/TMA staff for their 
vigilance and dedication to members needs at this time 
of grave challenges. They have been unwavering in their 
enthusiasm and energy in supporting our members around 
Australia.

Congratulations to all our members and industry 
stakeholders for a job well done – you have all been leaders 
and performed in an outstanding manner under adverse 
and daily changing conditions. You all leave a legacy for 
everyone to follow into the future – you have put your staff’s 
safety first, and then you and your teams have done the best 
you can to serve the communities in which you trade.

And finally a BIG thank you to Anthia Galanis and all those in 
our industry sector who made the time to speak with MGA 
about your experiences and making your contribution to 
this “stake in the ground” moment to understand what has 
occurred over the past five months in Australia.

Best wishes and very safe trading. 

Jos de Bruin 
CEO MGA Independent Retailers
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TO ALL THE EMPLOYERS AND 

EMPLOYEES WHO ARE WORKING SO 

HARD DURING THESE TRYING TIMES 

Thank You 
YOUR COMMITTMENT TO THE 

COMMUNITIES YOU SERVE, NEVER 

WAVERED THROUGH THE PANDEMIC

MESSAGE FROM THE PRIME MINISTER

MASTER GROCERS AUSTRALIA

It gives me a great sense of gratitude to send a message of congratulations 
to the members of Master Grocers Australia.

Throughout Australia’s recent challenges – of drought, fires and floods; and 
then, of course, the global pandemic – you have been put to the test and not 
been found wanting.

You provide an essential service at all times, but never more so than in times 
of crisis.

In recent months, the 2,500 members of the MGA, and the 120,000 people 
you employ, have all been put to the test. You’ve made your businesses 
COVID Safe, you have put in extra hours, and you met the stresses of our 
times.

There is still a long way to go, but I am grateful for the contribution of your 
industry to what we have achieved in recent months.

My focus as Prime Minister has been to bring people together: to work 
together and support each other, to face the bad times in unison and to forge 
a path to the good times.

As a government, and with the support of the National Cabinet, we have laid 
down a platform to ensure Australians are supported during the economic 
crisis that we knew would follow the health crisis. The safety net for 
Australians of JobKeeper, JobSeeker and the cash flow boost will ensure that 
we quickly and safely return to a state of economic and social prosperity.

Keeping the shelves stocked, maintaining physical distancing, ensuring fair 
distribution of goods – these may seem like simple things. But I recognise, 
and you know through experience, the level of expertise and foresight it takes 
to achieve them in times of great strain.

Australia has faced genuine crises and you have responded with the speed, 
skill and sincerity they demanded. I see what you do, Australia needs what 
you do, and we are grateful for it.

The Hon Scott Morrison MP 
Prime Minister of Australia 

June 2020
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A MESSAGE FROM MINISTER CASH

Recent months have been unprecedented for all Australians, no more so than 
for our 3.5 million Australian small and family businesses.

I want to thank and acknowledge all of you who, despite facing many 
personal, financial and practical challenges have ensured that local 
communities continued to enjoy access to essential goods and services.

I have been continually humbled and amazed by the incredible spirit, 
strength and adaptability of business owners, many of whom have been 
devastated by COVID-19.

This never give in attitude, no matter what the obstacle, shows the 
Government’s support measures to weather this storm is an investment well-
made. It is also why the recovery of the Australian economy and the delivery 
of jobs will continue to be led by business.

The experiences shared in this magazine showcase the stories of 
independent supermarkets, liquor retailers and timber and hardware stores 
in finding new ways of interacting with, and meeting customer needs, 
through online ordering, home deliveries, and grocery packs.

This resilience, adaptability, agility and innovation have not only enabled 
businesses and households to survive during these difficult times but means 
Australians have great confidence that small and family businesses will help 
rebuild and grow the Australian economy in the years ahead.

To the owners of the independent supermarkets, liquor retailers and timber 
and hardware stores, your efforts, and the efforts of your support teams 
during COVID-19, have been exceptional.

As the Minister for Employment, Skills, Small and Family Business, I want 
to say a huge thank you - you have once again shown why small and family 
businesses are the backbone of our economy and lifeblood of Australian 
communities.

 
 

Senator The Hon Michaelia Cash  
July 2020

THE HON JOSH FRYDENBURG MP 
TREASURER

Congratulations to MGA and TMA members, comprising of independent 
supermarkets and timber and hardware stores, for their dedicated and 
outstanding frontline support during the COVID-19 pandemic.

From the outset of the pandemic, the ability of these family and privately 
owned businesses to continue trading has been crucial in providing support 
for their local, regional and remote communities across Australia during 
these unprecedented times.

It is wonderful to hear that with the help of the JobKeeper program, the cash 
flow boost and the $150,000 instant asset write-off, these retailers who 
collectively employ over 120,000 people have been able to remain open, keep 
their staff employed and invest for the future.

Thank you for keeping your workers and the community safe and ensuring 
Australians continue to have access to the essentials they rely on.

Yours sincerely

The Hon Josh Frydenburg MP 
July 2020

MESSAGE FROM THE MINISTER FOR EMPLOYMENT, SKILLS, 
SMALL AND FAMILY BUSINESS

MESSAGE FROM THE TREASURER
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NATIONAL NATIONAL

 • NSW – Treasury NSW Business 
Stimulus Task Force 

• NSW – Minister for Transport 
Andrew Constance – COVID-19 
Transport Plan 

• Victoria – Small Business Ministers 
Survival Round Table 

• Victoria – Small Business Ministers 
Commercial and Retail Rent Relief 
Group 

• Victoria – States Business 
Recovery Task Force 

• Queensland – Small Business 
Champion - Small Business 
Advisory Council 

• Queensland – Minister Kate Jones 
– COVID-19 home delivery strategy 

• Queensland – Premiers Business 
Recovery Group 

• South Australia – Treasurers 
Workers Comp – COVID-19 
consultations 

• Federal – National Supermarket 
Task Force: various sub-
committees – food supply, 
logistics, home    deliveries, safety 
for staff and customers 

• Federal – Minister Michaelia 
Cash & Prime Minister’s Office – 
supermarkets, liquor stores and 
timber and hardware businesses 
being able to stay open and be 
regarded as essential  
 
Other COVID-19 related 
meetings include:

• Federal – ACCC Chairman Rod 
Sims and Deputy Chairman 

Mick Keogh re Interim 
Authorisations and 
subsequent unfair 
competition practices by 
large chains during the pandemic 
period. 

• Federal – MGA and TMA is a 
member and Director of the 
Council of Small Business 
Organisations (COSBOA) 

• COSBOA meetings included 
engaging with Josh Frydenberg 
– Treasurer, Chris Jordan - ATO 
Commissioner, Deborah Jenkins 
- ATO Deputy Commissioner, 
Sandra Parker - Fair Work 
Ombudsman, Kate Carnell 
Australian Small Business and 
Family Enterprise Ombudsman, 
Nev Power – Chairman National 
Covid Coordination Commission 
and Senator Jane Hume.

Other advocacy workstreams 
include: 
• Fair Merchant Service Payment 

Fees - Minister for Small Business 
Michaelia cash and Treasurer 
Josh Frydenberg – re excessive 
merchant service payment fee 
and driving the 4 major banks to 
introduce Least Cost Routing 

• Industrial Relations Reform - 
Minister for Industrial Relations 
and Attorney General, Christian 
Porter – remove complexity, 
enable flexibility and remove the 
BOOT test to drive employment 
growth.  
 

 
 
 

 

The next stage, the Recovery 
Stage will focus on stimulating the 
reopening of businesses, businesses 
re-engaging their employees, 
reinvigorating employment growth 
and driving economic growth. All of 
this combined with stimulating and 
reinvigorating the building, home 
renovation and DIY sectors.

Key themes MGA and TMA will 
pursue include:
• Getting the economy going safely 

- What does a safe workplace 
look like?  -  Continue with key 
messaging – social distancing in 
the workplace 

• Small Business Buy Australian & 
Buy Local 

• Addressing “Anti Competition” 
issues because of the shutdown 

• Identify impediments to 
doing business - Regulation 
harmonisation – states and 
territories 

•  What does the future look like? 

MGA has earned a seat at the 
decision-making table because 
we have a very strong, united and 
respected membership that makes 
a significant contribution to the 
Australian economy. 

We proudly represent Australian 
family and privately-owned 
businesses who have their assets 
on the line and aspire to grow their 
supermarkets, liquor stores, timber 
and hardware businesses. 

And we ferocioulsy advocate on 
behalf of our members because they 
don’t have the resources available 
to the big end of town. Since our 
establishment in 1898, our goal has 
been to assist our members to grow 
and prosper during times of peace, 
world war, natural disaster and now, 
through the COVID-19 pandemic. 

A seat at the table
During this horror period, most MGA 
and TMA members have fortunately 
been able to trade through. We 
were able to very quickly establish 
agreement with the federal, state 
and territory governments that 
supermarkets, timber and hardware 

businesses and packaged liquor 
retailers should be regarded as 
essential businesses to stay open for 
trading to support and serve their 
local communities. 

As non-essential businesses were 
shuttered in late March - including 
the entire hospitality industry - we 
saw consumers begin to panic-buy 
to levels never seen before in our 
history.

We were also very active in driving 
the federal and state governments to 
seriously consider the building and 
trade industry. Many members were 
reporting that while their building and 
hardware business were trading well, 
for now, there was early evidence of a 
slowdown and that building approvals, 
home extensions and renovations 
were coming to an end, and there was 
very little in the pipeline. Hence, the 
Six-Step Stimulus Plan, which already 
has been actioned by governments in 
certain areas, such as opening display 
homes.
After four months of shut 
down, we are now working on 
the recovery stage to support 
businesses coming out of 
hibernation.

This will be gradual to ensure the 
COVID-19 curve stays flat. Part of 
the small business recovery stage 
is to ensure all businesses provide 
COVID-19 SAFE workplaces – MGA 
and TMA have been party to assisting 
with this strategy for its members. 

The government, MGA and TMA 
have adopted the next stage as 
being one to Respond Recover and 
Reform.

Since early February, MGA and TMA’s 
focus temporarily moved away from 
assisting family, and privately owned 
businesses in the bushfire affected 
parts of Australia, to become heavily 
involved with many federal and state 
government Minister and Small 
Business Commissioner led task 
forces and business recovery groups 
responding to the COVID-19 crisis.

During this time, MGA and TMA 
have been very active representing 
members with the following business 
recovery groups which have met and 
continue to meet on a weekly basis 
via video or teleconferences:

Ensuring big business doesn’t have the 
final word on regulatory, development and 
compliance issues that impact family-owned 
businesses before, during and after COVID-19

by Jos de Bruin

MGA a critical advocate for 
independent small businesses 
during COVID-19 

As consumers, it’s natural to want to know what stores are doing 
to maintain supplies and how businesses are adapting to meet our 
needs during COVID-19. Jos de Bruin, CEO of Master Grocers Australia, 
represents businesses on the frontline, and was the go-to-expert to 
answer News Corp readers’ questions about the future of retail, store 
closures, food supply and safety when shopping – and of course the 
availability of toilet rolls.  Credit Source: News Corp / Daily Telegraph.

Online meetings with 

Top Right: Katie Allen MP,  Bottom: Christian Porter Attorney-General Australia
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hand sanitiser, face mask, gloves. So, 
we very quickly bought online new 
suppliers and new product. 

The challenge was that the empty 
shelves at retail became self-fulfilling. 
Whatever stock we sent out and were 
put on the shelf sold that day. We 
were getting a week’s worth of toilet 
paper to some stores, for example, 
that was selling out in a day. That 
quickly run supplies thin.

How did you ensure that everyone 
was getting their fair share?

SM: Unfortunately, we then had to 
put wholesale restrictions on stock 
so we could try and fair share it out 
so everybody would get something. 
Trying to get stock to everyone was a 
priority. And the team did as good as 
they could with such limited volume 
of stock in some categories. A jump 
in demand was far outstripping any 
volume we could get into the network. 
We just simply struggled to get 
product from suppliers to meet the 
demand.

As the industry’s restocked, every 
retailer is fighting for their fair share 
of products to get back on the shelf 
to satisfy our customers. There’s no 
doubt time will tell how suppliers have 
helped that happen.

There’s been a lot of noise from all 
retailers back to the manufacturers 
around the frustrations where stock 
has been unavailable. That’s led to the 
Australia Competition and Consumer 
Commission (ACCC) seeking more 
information from all retailers on 
how they are being restocked. And I 
trust that that process will happen, 
and we’ll see at the end of it, which 
suppliers have been fair to which 
retailers in the market.

What has Metcash done to 
safeguard the independent 
sector’s competitiveness?

SM: We absolutely have been 
advocating on behalf of our retailers 
with industry, with government, 
manufacturers, suppliers and the 
ACCC that independent retailers 
got their fair share and got a fair go 
through this period. 

We are at the table with the industry 
taskforce with other retailers, 
ensuring that our independent 
retailers - and not just within Metcash, 
all local independent retailers - 
survive through this period and be 
there at the end of the crisis.

How did Metcash ensure remote 
and rural communities weren’t left 
behind?

SM: We flagged with the government 
early on that some of our retailers 
are the only store in town in rural and 
remote areas. Once communities 
and remote communities went into 
lockdown, it became very obvious 
that we needed to do something 
different for some of those retailers to 
ensure they had enough stock.

We identified about 160 
supermarkets through the northern 
part of Australia from Western 
Australia, right across through NT 
and some parts of South Australia, 
and northern Queensland where 
we needed greater support. I’m 
referring to those remote and rural 
communities that are very remote, 
hundreds of kilometres from 
somewhere.

What’s the state of health of the 
supply chain now in mid-May?

SM: I think we are plus-80 per cent 
recovered. We certainly have products 
in most categories now, but we 
don’t have every line replaced. And 
some suppliers are very focused on 
simplifying packs in rice and pasta, 
smaller ranges, but we absolutely 
have choice for shoppers on shelves. 

And that’s the key focus. We’ve got 
13 categories that we are measuring 
daily and we’re seeing improvements 
in those13 key categories every 
day.  I think independent retailers 
have done a great job in restocking 
and not missing out versus other 
retailers. We’ve been monitoring the 
in-stock position of all retailers, and 
independent retailers have absolutely 
kept up and in some categories lead 
the sector.

How long will it take to claw back 
the last 20 per cent?

SM: I think that the balance of 
recovery will take the next two 
months. Metcash is certainly in a 
position where we’ve got no supply 
issues. We’re now working really 
closely with suppliers to get those 
products where they’re out of stock, 
back on the shelves as quickly as 
possible. And they’ve got their own 
challenges around supply that they’re 
catching up on. Remember, we went 
from drought to fires to floods in 
some states. There were already 
some supply issues, and these were 
then compounded by the panic 
buying. 

What does the future look like 
for independent retailers in the 
COVID-safe era?

SM: I think before COVID hit, 
independents were resurgent and 
were growing market share and 
on the back of this, have got some 
new shoppers in their stores, and 
have definitely grown market share 
in this period. I just want to see 
independents grow and be successful 
and have their rightful spot in the 
industry. 

What drives me is that independent 
retailers are the backbone of the 
Australian community and their 
innovation and entrepreneurship 
drives me to do my best.

“Fighting for our fair share”: 
The anatomy of pandemic-driven 
supply and demand
Metcash explains supply chain logistics
in the time of coronavirus

Scott Marshall, Metcash CEO for 

Supermarkets & Convenience

Scott Marshall, Metcash CEO for 
Supermarkets & Convenience, 
oversees the procurement, 
warehousing and distribution 
of grocery items for 3000 
independent supermarkets across 
the country.

When the pandemic hit and panic 
buying saw supermarket shelves 
stripped bare from coast to coast, 
independents turned to Metcash 
to fulfil unprecedented customer 
demand.

For the first time in a long career 
devoted to serving independent 
retailers, the Metcash operation 
struggled to meet demand as the 
supply chain collapsed. 

MGA’s Independent Retailer caught 
up with Scott in mid-May to dissect 
the supply chain issues that crippled 
Australia’s food supply and almost 
brought it to its knees.

What were the first red flags for 
Metcash that coronavirus was 
going to impact your nation-wide 
network?

SM: It was obviously going to be a 
pandemic, and we knew there’d be 
supply chain issues. We were reaching 
out to all suppliers and understanding 
what their stock levels were to make 
sure that we had continuity of supply. 

Before we even went into lockdown, 
the Victorian government signalled 
over the weekend of 14-15 March 
that some people needed to have 
a couple of weeks worth of food in 
the cupboard in case there was a 
lockdown. And I think that triggered 
the panic buying.

The media coverage meant it went 
around the country fairly quickly and 
within 10 days panic buying hit every 
state and every regional area.

As an industry, we experienced 
greater than Christmas volumes 
in those first two weeks with no 
planning. It was very hard to recover 
quickly because we didn’t have the 
safety stock that we would normally 
have. 

During the March-April period as a 
warehouse and as a supply chain, we 
worked an additional 80,000 hours 
over those two months. Metcash’s 
whole supply chain, including the 
warehouses, is powered by 2500 
people. We increased the workforce 
in the shed by the equivalent of 300 
people to keep up with orders. We had 
to put on more freight capacity and 
added resources into our sheds. 

How long did it take for panic 
buying to impact your warehouse 
operations?

SM: In those first couple of weeks of 
panic buying, we had almost three 
times normal volumes. We reacted 
as quickly as we could to order more 
stock from suppliers who in turn 
weren’t ready for the spike in volume 
either with these supply chains.

We were working closely with 
suppliers to try and forecast where 
the key categories were going to 
cause issues. Some of those pantry-
fill products were out of stock quickly, 
and then suppliers struggled to fulfil 
volumes.  

Can you explain why independent 
retailers were getting 46-packs of 
toilet paper when the chains were 
receiving 9-packs?

SM: We worked as closely as we could 
with suppliers to get the stock we 
required. There were obvious issues 
in some categories where suppliers 
couldn’t produce those multiple pack 
sizes. And it was almost a case of take 
whatever stock we could. We then 
looked around the world to source 
all sorts of product like toilet tissue, 
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Respected independent 
supermarket veteran Kym 
Coventry says the sector’s inability 
to get the stock required to 
compete with the majors during 
lockdown was like trying to fight a 
fire with one hand tied behind his 
back.

“The frustration levels have 
accelerated probably like never 
before in this industry,” says Kym, 
Chief Operating Officer with AUR 
FoodWorks, and a member of the 
federal government’s Tiger Task 
Force commissioned with keeping 
Australia’s food supply flowing during 
the pandemic.

He says a seat the table has meant 
“we’ve been able to strongly 
represent the disparity between the 
supply coming back into the chain 
store network and that coming 
back through Metcash into the 
independent network”. 

“Once you get a disparity between 
what’s available in your competitor 
and what you have available, then you 
start to talk long term impacts. When 
you’ve got the same problem as the 
bloke down the road, well, that’s fine. 
But when you’ve got this disparity 
of actual availability of product, it 
could have an irreversible level of 
disadvantage for many businesses.”

Why the disparity?

According to Kym, the panic buying 
“surge saw demand deep into the 
independent network for categories 
that didn’t normally sell. After a 
week or so of that, now we’ve got the 
problem of replenishment”.

He says there isn’t a supply chain 
network in the world that was ready 
to deal with consumer demand 
of Christmas-proportions over a 
sustained period of panic buying of 
the likes seen during March.

But that doesn’t explain why Coles, 
Woolworths and other majors 
seemed to have ample stock 
of essential items ahead of the 
independents.

“We started to see a consistent 
stream of toilet paper back into the 
Coles, Woolworths and Aldi networks 
well ahead of ours. In the last week 
of April, we started to see Coles and 
Woolworths regularly hold a variety of 
toilet paper on their shelves. 

“They don’t have all brands and 
all types, but I could pretty much 
guarantee I could go to any Coles 
and Woolies in the country and buy 
toilet paper today (1 May). I’ve still got 
shops as of this morning that haven’t 
received toilet paper on their last two 
or three loads.” 

He says that the same goes for rice, 
pasta, even biscuits, and certain flour 
lines.

“I’m not accusing anyone of anything. 
What I’m saying is, though, that if 
you measure the increased spike in 
demand in the independent network 
and you only run the replenishments 
based on the old regional market 
shares, you cannot catch up. There 
has to be a catch up somewhere. And 
no one seems to have stopped and 
focused on it.” 
He says the independent supply 
methodology wasn’t able to manage 
the surge in demand compared to the 
chains. “As we’re seeing a recovery 
of supply, clearly independents are 
not getting their share relevant to 
the new demand levels. Suburban 
mid-sized independents are enjoying 
a significant lift in market share 
because of an increase in local 
shopping and people eating at home 
because pubs, cafes and restaurants 
were closed. That’s the critical piece 
that I’ve been talking about - those 
relevant to the new demand levels.”

Looking to the future

Kym says the independent network 
has done a phenomenal job in 
managing social distancing staff 
and consumer safety. “However, the 
supply is out of their hands. If they are 
unable to get the stock, there’s not 
much they can do.”

“We live in a democratic system that 
tries to protect all industry. That’s 
why we have the ACCC. And therefore, 
the inequity of supply from one sector 
to another is a major problem. Not 
only now, but into the future if it’s not 
addressed.”

An ACCC review of supply disparity 
issues is pending at the time of 
publication.

SUPPLY

Supply disparity poses irreversible 
threat to independents

FoodWorks

Footprint: 500+ stores nationally 
Concentration: Victoria, Queensland, New South Wales, Western Australia 

CV: Kym joined Australian United Retailers Ltd in October 2015 as the Chief Operating Officer. 
Kym has over 35 years of retail and wholesaling experience with BILO, Metcash and various small businesses. 
He started his career as a butcher in Weeks’ BILO Supermarket.

Facilitated by Minister Dutton and the Department for 
Home Affairs, the National Supermarket Task Force’s 
remit is to remove roadblocks and ensure the efficient 
supply of essential foods and groceries to all Australians 
during lockdown, home delivery of goods to the needy, and 
consumer and retailer safety. 

Members include convenience store, supermarket, 
wholesaler, independent butcher and producer, and 
industry group representatives such as MGA, in addition 
to the Australian Competition and Consumer Commission 
(ACCC) and government bodies including the Federal 
Police and the Health Department.

            The National Supermarket Taskforce

Heathcote Shiraz 
Heroes

mitchelton.com.au     |    470 Mitchellstown Road, Nagambie, Victoria    |    (03) 5736 2222

Kym Coventry COO FoodWorksKym Coventry Foodworks 

Supermarkets COO
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Jos de Bruin CEO, MGA

Debbie Smith, QLD 
President, MGA Board

NATIONAL NATIONAL

“MGA has always had a very dedicated, and fiercely independent board of directors.  They 
themselves are selfless, and all they think about is the prosperity of these family and privately-
owned businesses who own and operate independent supermarkets, liquor and timber & hardware 
businesses.”

“I’m quite concerned about when we get to the other side of the crisis. We are well and truly 
across the anti-competitive potential that Woolworths and Coles can dump upon us like a 
huge thunderstorm, and not only on our sector but on the economy of Australia. It is not good 
economically for them to control what they control. 

I keep saying to the government, if we’re not around where will the next Carmen’s Foods come from. 
Carmen’s is an amazing Australian manufacturing success story, but they started in the back of an 
IGA in Hawthorn. I’ve talked to a lot of artisan food producers who don’t have access to Coles and 
Woolworths to sell their stuff. Not until they’re a Carmen’s. And they won’t get to be a Carmen’s 
because they need to be able to distribute through us until they get traction. The fundamentals of the 
Australian economy, from a retail point of view, are in serious danger. We’ve just got to make sure that 
that the long-term consequences of the pandemic are that small business isn’t a casualty.” 

u MORE: Safeguarding communities, safety & supply: Read Debbie Smith’s full story on page 38.

Sixteen days that shook the 
independent retail sector
As told by the members of the MGA Board

Not that independent supermarket retailers needed any more confirmation; research has found 
that Australians outstripped a pack of 54 countries surveyed for panic buying during the early 
days of the pandemic.

A University of New South Wales study into coronavirus-related panic shopping shows that 
Australian consumers were the quickest in the world to raid supermarkets in search of toilet 
paper and other essentials. Mike Keane and Tim Neal from the uni’s school of business used 
Google search data, to pinpoint the scope and intensity of the pandemic-induced panic buying.

But Australians are not alone. Just the fastest. The study found that consumers in almost every nation stockpiled 
goods as governments shut down key parts of their economies. These included travel bans such as Australia’s decision 
to close the borders to non-nationals travelling from China on February 1.

The data tells one story. MGA’s Board of Directors tells another, more intimate story. Here they share their first-person 
accounts of the sixteen days that brought their businesses to their knees, their stories of resilience, creativity, the 
issue of supply and where to from here. Read on.

Graeme Gough, NSW 
Director, MGA Board

Mick Daly, Victorian 
Director, MGA Board 

Ross Anile, WA 
Director, MGA Board

“It’s interesting to look at the progress of this crisis. Week one, our sales were up 60 to 70 per cent. 
That dropped back to about 30 per cent up, and now it’s subsided, but we’re still up 15 to 20 per cent 
on our normal trade. 

We quickly started to realise we were getting a lot more people into our store than we normally do. 
The pandemic gave us an opportunity to showcase our store with the hope that when this is over 
some of it sticks; that customers have come into our store, liked what they’ve seen and hopefully will 
come back.

The anticipation that we had, that we might be able to gain something out of adversity, is probably a 
bit dampened now because we may not come back on full supply at the same rate as the duopoly.”

“I think potentially the government, and to a certain degree, the wholesalers probably missed the 
mark in towns where there’s only one store. You’ve got older customers, you’ve got customers with 
disabilities, you’ve got customers that are financially challenged who have to travel long distances or 
travel to the next town when they’ve never done that before. And the risk for us was when the people 
have to go to those other places is that we might lose them for whatever reason and only time will tell 
if that comes to bear.

When they put stores on supply limits, this should have been taken into consideration. Some stores 
get one or two deliveries a week. Some stores get deliveries every day in town. So, there were people 
disadvantaged by the current system, and then they were further disadvantaged again, by rules that 
were implemented that were trying to cover everyone when you can’t. We need to do better.”

Spar Supermarket Ballina. Ballina Shire population: 44,628 
Source: Australian Bureau of Statistics Estimated Resident Population (ERP) at June 30 2019

Koroit IGA sole store services. Population of 2055 (280km west of Melbourne). Heywood IGA sole store services. 
Population of 1726 (80km west of Heywood). Portland IGA services. Population of 9712, goes head to head with the 
majors (30km south of Heywood) 
Source: 2016 Census

Roleystone, Perth Fresh IGA, 35km west of Perth CBD

“Customers started panic buying on Friday the 13th. That was the first indication that things were 
starting to ramp up and panic buying continued through to March 29. It lasted 16 days. 

It felt like the end of the world. At one stage, we had 50 to 100 people standing outside our store – 
and that was every morning.

We were lucky that the PM and premiers were reassuring people and telling everyone to stop panic 
buying and they started backing off. But we were getting raided by customers from 80km away from 
southern suburbs like Mandurah to the northern suburbs of Joondalup, 70 kms away. 

By about day 10, we implemented restrictions and panic buying slowed down considerably. By doing 
that, we are able to retain stock on shelves. Our local community realised we were there for them and 
we were doing the best job we could to keep stock on the shelf.”
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Jeff Harper, VIC 
Director, MGA Board

Lincoln Wymar, VIC 
Director, MGA Board

“I’m lucky I’ve got two stores—one store near the CBD that’s slow and one suburban store that’s 
going fast. So, I can rob Peter to pay Paul. But there’s an added cost to that. I go and order excessive 
stock at one store and then get my family to help me transport it from one store to the other because 
we’ve got limits placed on us. I’m fortunate that I can do that. If we had two busy stores I’d be 
screwed. That’s a professional term.

At our peak, the week ending March 22, we were doing a third more customers every single day than 
we would normally have transacted. We’ve only got a small store, so all of a sudden, you’re going from 
serving 800 people a day to 1300. It almost felt like apocalyptic times, where you didn’t want to be 
caught out in public with anything because you could get bashed or robbed if you were carrying some 
productthey wanted. 

My whole purpose right now is to keep all thirty-five of my people employed across the two stores. 

Southbank is slow, we’re open until 11 pm, but we’ve stayed open because we do have some 
customers. So, we’ve started doing online training for the staff through IGA Training Academy. We’re 
upskilling them during those quiet periods. 

That’s the real danger: if they’re out of work, there is nothing.”

u MORE: Safeguarding communities, safety & supply: Read Justin Clarke’s employee account of working 
with Jeff Harper’s team during the crisis on page 36.

Owner: IGA Xpress Southbank and IGA Ashburton 

Lincoln is the Chief of Operations, Reddrop Group

NATIONAL NATIONAL

Chris dos Santos, SA 
Director, MGA Board 

Carmel Goldsmith, NSW 

Director, MGA Board

 

Grant Hinchcliffe TAS 
Director, MGA Board

“We have operated a commercial online business, inclusive of our own refrigerated trucks and vans 
for state government customers for six years. During COVID-19, we decided to open up our service 
to the local community and selected approximately five surrounding suburbs to service. The system 
we utilise - Myfoodlink - made modifications to the system allowing the customer to notify us if they 
were isolating.

There were supply issues from day one; the issues continue, the wholesalers and manufacturers 
need to come to grips of the changing environment. It’s plain to see that consumption forecasting 
now needs to include the restocking of consumers increased at-home consumption; retail outlets 
with considerable empty shelves, and restock supplier warehouses.

Ordering of stock should not be based simply on restocking the supplier warehouses; otherwise, the 
stock-out drama will continue on for a considerable time.

“When it comes to supply, I think we need to be very nimble in what we do and very perceptive of 
where things are so we can move quickly. And that also would include Woolworths and Coles coming 
out of this situation with all guns firing.

We’re very aware as independents that we are really at the mercy of the two major supermarket 
chains operating in Australia. And Australians are at that their mercy too, and without the 
independent sector, you can see the impact on our grocery supply. From the point of view of the 
Australian public, they need to be aware of how important the independent sector is. But whether we 
can do anything about that in terms of our strength or our guarantee of supply, that’s yet to be seen.”

u MORE: Safeguarding communities, safety & supply: Read Carmel Goldsmith’s full story on page 37.

“The 86 IGA stores in Tasmania represent in excess of half a billion dollars in retail turnover and have 
a strong focus in rural and regional areas. In many of those rural and regional areas, that IGA store 
is the backbone of the community. When you get into one of those smaller towns, that supermarket 
is such a critical part of the retail offer, because not only do they provide services back to their local 
community, they also indirectly support other retail businesses in that town as well.

When you’re a small business operator, you’re it; you’ve got to do all that yourself. For a small 
business operator, their role is difficult enough just with regards to running a business, keeping their 
doors open and staying viable, let alone what happens when a pandemic comes along and the world 
is turned upside down.

I really do take my hat off to all those operators in regard to how they’ve  dealt with this issue, how 
they’ve worked through it, how they’ve done their dander’s to keep their stores open, so they can 
keep servicing their local customer base and their local communities.” 

CEO Tasmanian Independent Retailers

Owner: Jamberoo IGA, Jamberoo, NSW

“These are times that our staff and our customers have never faced before. Unprecedented and 
challenging. Trying to keep the shelves filled with stock is almost impossible due to panic buying 
behaviour.

Being the only store in town in many of the locations we service – Alexandra, Yea, Eildon and 
Marysville, places a very big responsibility on our shoulders. We have had to be resourceful and think 
differently.  Supplied with large format toilet roll packs of 48’s and 24’s, we needed to break these 
down and repackage them so that we could satisfy more customers.

We needed to ensure our team and our customers felt safe and secure in our stores and so we ‘kicked 
into gear’ to create that environment. We installed 78 sneeze guards in our stores, each individually 
designed and measured to fit each register whether grocery, cafe, deli or liquor.

We also installed sanitiser stations. We didn’t go with the automatic ones as we thought this won’t 
last forever, but it looks like they may be with us for some time to come. We have recycled sanitiser 
units produced for stores for the different banner groups we trade with, Foodworks, IGA & Go Grocer. 
We work with a local business in Healesville, a distillery to supply all the sanitiser we need. 

Servicing 130K customers per week, we need to be agile - I think we’re meeting our customers needs 
the very best way we can. The game changed and we changed with it.”

u MORE: Safeguarding communities, safety & supply: Read Tina Reddrop’s pandemic safety playbook 
story on page 24.
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 During the peak period, MGA was 
also sending the Checkout email 
newsletter to grocery members twice 
a week instead of every fortnight to 
update them on key announcements 
and information and point them back 
to the full resources housed on the 
website. 

At the same time customised version 
of the Checkout electronic newsletter 
was being sent to the TMA members 
with clickthrough rates increasing by 
25 per cent.

Ann Sanfey, MGA TMA national 
membership manager says: “While 
we’re encouraged by the increased 
engagement of our membership with 
the dedicated COVID-19 resources 
on our website, feedback from 
members has been exemplary. 
They’re receiving information from 
everywhere, but our site has been 
comprehensive in providing current, 
ongoing information feed.”

Member feedback 
Jeremy Goodale, General Manager 
Vic/Tas, Australian Liquor Marketers

Photo credit source: © NLN

“There has been a lot of information, 
especially in the government relief 
packages and how they impact 
different businesses, and how they 
go about applying for some of those 
grants. I think the MGA, among 
many, have done a great job at being 
able to articulate and change their 
communication to make it clear to the 
members. The weekly email has now 

been altered to basically just being 
a corona email that features a whole 
bunch of different links - it’s called the 
MGA Checkout - I think this has been 
a brilliant tool and one that I know 
a lot of retailers have relied on as a 
source of truth.”

Peter Peck, CEO, Liquor Stores 
Association of Western Australia

“During all of this, we’ve been getting 
updates from MGA, especially on the 
IR and employment side. All the stuff 
you need to know about JobKeeper, 
etcetera. Without that, we would 
have been to the point of breaking, 
because you just would not have 
enough hours in the day to address 
everything. The support and the back 
up from the MGA has made us able to 
focus on the main game, which was 
keeping the stores open. And that’s 
been really imperative.  

Day by day something different would 
happen, or we’d get some really 
strange questions and anything to do 
with HR, MGA could handle with their 
crew - we’d just handball to them, 
and they’d run with it. And it was like 
having a third arm to keep fighting 
with.

I think there would have been definite 
serious staff issues. It was a panic 
environment when it came to the HR 
end of it. And a number of members 

were in fight or flight mode when 
it came to their staffing. I think the 
calm, sensible advice they were 
getting from MGA made a lot of our 
members see that it wasn’t a point 
where you just cull your staff. But 
when the JobKeeper came in MGA 
helped us put it through, gave us all 
the advice around it which would 
have taken us a day to digest. MGA 
was on it straight away, and our guys 
would have been some of the first 
retailers to put their hands up to get 
JobKeeper in. A really good way to 
describe MGA would be brilliant.”

For further advice tailored to 
your needs, please do not 

hesitate to contact

MGA’s Legal and 
Industrial Relations       

team on  

1800 888 479 (option 1)

“People want to save their 
business. But they have got a 
great responsibility to take care 
of their staff. And without their 
staff feeling safe and comfortable, 
they’re not going to be successful,” 
Marie says.

To ensure the success of members 
Marie and her four-member team 
kicked into high gear and added 
coronavirus advisory to their already 
busy practice responding to member 
queries, concerns and complaints 
relating to the workplace. 

“Life goes on, including applications 
for unfair dismissals, general 
protections, and bullying. We also deal 
with agreements, contracts, anything 
to do with the Fair Work Commission, 
and submissions to government 
and the Australian Competition and 
Consumer Commission (ACCC).”

Marie says a lot of COVID-19-related 
calls in the early days of panic buying 
and safety concerns were driven by 
fear.

But those early call volumes and 
queries have settled as people 
have come to terms with the virus 
and its impact of on their business 
operations, she says.

“A single source of 
truth”
Supporting members and non-
members with free access to 
COVID-19 advisory.

With MGA receiving daily and 
sometimes hourly updates from 
governments of all levels, the ACCC, 
and the Counsel of Small Business 
Organisations Australia (COSBOA) at 
the peak of the crisis, the marketing 
team established a dedicated 
COVID-19 information hub on its 
website.

MGA’s aim: To create a central 
source of truth that captures the 
evolving national and state picture 
for the industry and make it publicly 
available so everyone regardless 
of membership status can access 
Legal & IR information, store 
guidelines, government packages and 
announcements, and other resources.

And the numbers don’t lie. Visitors 
to the website increased by 60 per 
cent during the first critical weeks of 
the pandemic and the total number 
of sessions was up 108 per cent 
compared to the same period last 
year (5 March – 25 April 2020).

“We’re here to help”:
Helping members save their 
business, keep their staff and 
customers safe during pandemic
Helping MGA members protect their commercial interests, staff and customers has been at 
the core of the legal and industrial relations support provided to its 2500 members during 
the pandemic, says Legal & IR head Marie Brown.

Screenshot of the MGA dedicated CORONVIRUS COVID-19 website page
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the old employer counted towards 
the 12-month period stipulated. And 
again, from the rules, we established 
that it did.

“Having worked for 12 months or 
more, eligible employees need to have 
worked on a regular and systematic 
basis and be over the age of 18. I 
advised Raj that he would have to 
nominate all eligible staff members in 
his application if he chose to opt into 
the scheme.”

With David’s advice provided in 
writing, Raj was able to progress his 
JobKeeper application and advise 
eligible staff of the payments.

He says some of the 20 staff on his 
books who received the payments 
didn’t feel they were entitled to the 
payments: “They came to me straight 
away and said ‘you paid me extra. We 
don’t need that money’. And I said, no 
it’s one in all in. I had one woman who 
started crying. She said ‘it’s not my 
money Raj. I only work for 20 hours 
I’m not entitled to the money’.”

DISASTER AVERTED AND 
ANOTHER BUSINESS 
SUPPORTED THROUGH THE 
PANDEMIC DOWNTURN

Raj says David’s advice “has actually 
helped me a lot. What I was going to 
do and what I was thinking was totally 
the other side of the coin. I must say, 
thank you very much to Jos and David 
for advising me”.

Raj says there is a lot he will learn 
from the IR team down the track.

“This was the first time I ever spoke 
with MGA, and I was really impressed 
with their knowledge. The good thing 
is MGA gets the information straight 
from the government; there’s no third 
party in between.”

“It’s good to be able to have a one-on-
one chat and get the information you 
need. On this issue, I am out of the 
woods, I must say.” 

CASH FLOW AND COVID-19
Are you one of the many businesses that 

have struggled to maintain cash flow to 

stay viable during 2020’s unprecedented 

economic shutdown? These tips from 

NAB may help you improve cash flow now 

and prepare for an improvement in trading 

conditions as COVID-19 restrictions ease.

1. Keep on top of your numbers
Compare your sales and your gross profit 

and loss reports for the same periods in 

2019 and now. 

The comparison will highlight where 

COVID-19 has most affected your business 

and better position you to create more 

accurate sales and cash flow projections 

for the rest of this financial and calendar 

year. It may also reveal how your business 

can rebuild post lockdown.

2. Renegotiate everything
Now is the time to negotiate payment 

terms with suppliers and new terms – or 

even deferrals – for your premise and 

equipment leases, as many companies 

understand that maintaining relationships 

with long-term customers or tenants 

will be key to all businesses returning 

to normal faster. Renegotiating any 

sizable sums tied up in security and bank 

guarantee funds will free up cash too.

Keeping staff on the books will also ease 

the return to normality. Beyond the 

government’s JobKeeper payments, many 

companies have negotiated temporary 

salary reductions or reductions in hours 

and the use of holiday pay. If you haven’t, 

now’s the time.

3.  Remove non-essential 
operating costs

Go through overheads line by line to 

identify anything that could be reduced or 

eliminated. Do you need the same amount 

of stock or the same number of shifts? If 

you can, delay any capital expenditure – 

unless an investment would immediately 

reduce your operating costs or help you 

meet a surge in demand.

4.  Prepare for the new business 
as usual

Make time to note your business’s 

strengths and weaknesses. This can 

provide a template for going forward in 

a post-coronavirus economy. Are there 

opportunities you were already thinking 

about but hadn’t prioritised? A prime 

example is how quickly many businesses 

switched supply chains or diversified 

logistics. You may also need to decide if 

now is the time to pivot, expand or limit 

your business offering. Have you been 

too reliant on one customer? Are your 

processes outdated? Would becoming an 

on-demand business suit you better? How 

you’ve handled the crisis might point the 

way forward.

Stay engaged with customers, even 

if you’re not doing huge amounts of 

business. One tactic is to offer discounts 

or priority on prepaid services.

5.  Seek out all the information 
you can 

Remember, you’re not alone. The 

government’s ‘Coronavirus Australia’ app 

has a dedicated Business & employer 

information page and links to official state 

and territory information sites. Business 

Australia also has useful information 

and resources, including a Free Stimulus 

Advice Line, document templates and 

negotiation guides, to help you navigate 

the crisis.  NAB can also help you plan 

your post-COVID survival strategy as 

restrictions ease and you look to rebuild 

and adapt to a ‘new normal’. One way the 

bank is supporting customers is through 

its newly launched Small Business Hub, 

which provides tools, guides and offers to 

support SME businesses as they look to 

‘bounce back’ from these complex times. 

You can find out more at nab.com.au/

smallbusiness

Only nine months into running 
his newly purchased Foodland 
supermarket in Mt Gambier and 
under pressure from staff to apply 
for the payment scheme or face a 
Fair Work Commission complaint, Raj 
Chauhan felt his back was up against 
the wall.

JobKeeper in a nutshell

“As an employer organisation MGA 
was able to have some input into the 
JobKeeper program which meant that 
people could keep their jobs or have 
a connection to their employer and 
still receive an income, even though 
the business was no longer trading or 
trading at minimal levels,” says Jos.

The JobKeeper Payment scheme is 
a temporary subsidy for businesses 
significantly affected by coronavirus 
(COVID-19). Eligible employers, 
sole traders and other entities can 
apply to receive $1,500 per eligible 
employee per fortnight. JobKeeper 
is paid to employers. The ATO does 
not make payments directly to 
employees. Source: Australian Tax Office 

JobKeeper Payment

ONE PHONE 
CONVERSATION AVERTS 
POTENTIAL STAFF 
RELATIONS DISASTER

Jos referred Raj to MGA industrial 
relations lawyer David Mostokly, and 
within hours the matter was finally 
resolved for Raj and his business.

David says his initial conversation 
with Raj quickly identified two limbs 
to his query and a pathway forward.

Number one: Only employers who 
meet the criteria can choose to opt 
into the scheme.

For a business of Raj’s size and 
turnover, the test was: had his 
business faced a 30 per cent fall in 
turnover for an aggregated turnover 
of $1 billion or less, amongst other 
criteria.

Raj’s Foodland supermarket store is 
located in the Mt Gambier Central 
shopping centre. For the first six 
weeks of panic buying and lockdown, 
the centre carpark was closed to 
customers. Shoppers either thought 
the centre was closed and stayed 
away or chose not to shop there 
because of the inconvenience caused 
by the carpark closure.

“Yes, we are down 30 per cent. There 
was a mixture of reasons: you can’t 
say it was just due to the shopping 
centre parking issue or panic buying 
supply issue. There was a mixture of 
things,” says Raj. 

David’s advice: “I advised Raj, for 
your own peace of mind and for your 
awareness, the JobKeeper scheme 
is there for businesses to decide 
whether they want to opt-in or not. 
No employee could ever force a 
business to opt into the scheme. We 
went through the eligibility criteria, 
and we quite quickly established the 
downturn in business.

Number two: If an employer meets 
the criteria and opts into the scheme, 
then all eligible staff receive the 
fortnightly payment.

As a new business owner Raj was 
keen to understand which of his 40-
plus staff members would be eligible 
for the fortnightly payment.

David again: “Because Raj had 
only recently taken over the 
business in November, his question 
was: did his employees’ length 
of service commence from the 
time he purchased the business. 
We had to establish whether an 
employees’ previous service with 

MGA JobKeeker 
advice averts staff 
relations disaster 
for SA independent
A young South Australian retailer’s fruitless search 
for JobKeeker advice finally hit the jackpot with the 
MGA and timely advice that averted a staff relations 
nightmare. Raj and his team at Foodlands, Mt Gambier Central Shopping Centre
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Let’s cast our minds back for a 
moment.

On Sunday, March 8, a near-capacity 
crowd of 86,000 sports lovers 
gathered at the MCG to celebrate the 
2020 ICC Women’s T20 World Cup. 

Only five days later, gatherings of over 
500 people were banned, and the 
Melbourne Grand Prix was cancelled, 
shattering the hearts of 250,000 
puzzled and disappointed punters. 

And on and on rolled the bans, 
restrictions and closures from mid-
March that saw Australia’s borders 
closed, businesses shuttered, and 
citizens ordered to social distance and 
stay home unless buying food, seeking 
medical attention or providing care.

In this atmosphere of fear and panic, 
Tina Reddrop, co-owner of Reddrop 
Group, quickly grasped that access to 
accurate information and a laser focus 
on safety were the only things standing 
between her supermarket operations, a 
COVID-19 outbreak, and tragedy.

With almost 800 people under 
her charge, tens of thousands of 
customers shopping in the group’s 18 
supermarkets daily, Tina and her team 
acted fast and decisively. This is what 
they did.

March 11: Corona not just a 
beer
Known internally as the Chief of 
Welfare (COW), Tina’s first action was 
to communicate clearly with her staff, 
share accurate information about 
the virus, and ensure they knew their 
welfare was paramount. “But in a 
jovial way in line with the company’s 
personality, hence the headline: Corona 
not just a beer.”

Note: this was a week before the federal 
government launched its national 
campaign to inform all Australians about 
the coronavirus (COVID-19).

She says in the first stages of the crisis 
her aim was to find the balance between 
making sure that “we were absolutely 
above reproach with our safety and 
handling, and trying to stay positive and 
maintain calm”.

“That first note most importantly 
reaffirmed the message that, if you’re 
sick, don’t come to work, and don’t 
come in to tell us you’re not well. We 
were concerned that a store may have to 
close if a staff member got coronavirus 
and, when you are the only store in 
town, this would be a disaster for the 
community.”

March 12: The War Room

Tina, her husband Michael Reddrop, 
Managing Director, and Lincoln Wymer, 
their Chief of Operations, convened 
their first of many ‘war room’ meetings 
to “collectively come up with all the 
questions and issues we would need to 
address from a corporate to checkout 
level across the business”. 

“Tasks and responsibilities were 
assigned so that we could most 
effectively divide and conquer as best 
we could. This was an interesting time 
as we all had to think outside the box 
and be nimble in order to make sure that 
our company could best serve our staff, 
customers and community which is 
pretty tough to do when the basic PPEs 
were scarce.”  

March 13: A plan, a suite 
of COVID-19 signage, and 
WhatsApp for store managers

“A message went out to store managers 
and staff outlining our sincere 
commitment to do everything in our 
power to keep them safe, and we 
outlined our plan to do so,” says Tina.

The Reddrop’s Store Guidance Plan 
included clear policies and procedures 
around hygiene, travel, close contact 

with infected individuals and return to 
work, and what to do if staff felt unwell.

A suite of COVID-19 signage was 
also developed and distributed to all 
stores to support customer and staff 
awareness.

“This has been an endless source 
of laughter, banter, commiseration, 

comfort and clarity. The store 
managers were getting a flood of email 
correspondence, so WhatsApp was 
used to alert them to what they needed 
to make sure to read and action. This 
has been one of my favourite ‘silver 
linings’ to come out of this coronavirus 
period. They are all captains of their own 
ships, but through WhatsApp we have 

been steering the path together both in 
choppy waters and smooth.”

March 15: Creating COVID-19 
specific checklists

In the absence of government-
mandated measures to bolster existing 
in-store hygiene measures, Tina created 
coronavirus-specific online sanitation 
modules in collaboration with REFSS, an 
online retail grocery compliance system 
for food safety, workplace health and 
safety, and operations.

“We looked at the procedures that had 
been adopted in Italy, Singapore and 
the northeast of the United States and 
asked ourselves what we needed to 
be put in our stores. We considered 
one-way aisle markers, but the 
implementation just wasn’t practical in 
some of our stores. We looked at sneeze 
guards, but it was only mid-March, and I 
thought it was too early.”

Tina worked with REFSS to finalise the 
first phase of templates for sanitising 

baskets and shopping trolleys, registers 
and EFTPOS machines. “It was a great 
exercise.” 

March 23: The new normal 
In less than two weeks, Tina says the 
majority of their coronavirus health and 
safety work was the “new normal”.

“Sanitiser refills had been sourced, 
sneeze guards were still being debated, 
signage was up and continuously being 
refined, sanitation stations were in place 
at each entrance, and staff were being 
kept in the loop.”

March 28: Staff copping abuse 
a safety issue, attracts media 
coverage

When stories of supermarket essential 
workers being abused by irate 
customers started to filter through to 
Tina, she was adamant that it wouldn’t 
happen in her stores or anyone else’s. 

“Most of our customers have been 
fantastic, but it only takes the 2 per cent 
to really do a number on the wellbeing of 
our team.”

Tina decided to go big or go home. A call 
to the Herald Sun, Australia’s most-read 
daily newspaper, resulted in a series 
of online and hardcopy stories in that 
newspaper and other publications that 
asked the public to be nice to essential 
workers.

“I was worried about our staff, and I 
know it helped them.” 

u MORE: stories of independents 
featured in local and national media 
including Tina’s Herald Sun coverage on 
page 52: Independents: Media, community 
heroes.

April 8: Enter the Wellbeing 
Officers and Easter  

In the lead up to Easter, almost a month 
into the campaign, the group introduced 
Wellbeing Officers across all 18 stores 
as well as limits on the number of 
customers allowed in-store at any one 
time.

“We said to the staff it needs to be 
a Mary Poppins or Mr Rogers-type 
personality. Not a policing personality. It 

NATIONAL- THE REDDROP GROUP

A new innovation, the team kicked off the store manager WhatsApp group.

Team Reddrop’s pandemic 
playbook: Multi-store
owner’s safety regime 
protects thousands
A timeline of key safety events and initiatives 

Reddrop Group 
footprint

FoodWorks locations: Alexandra, Apollo 
Bay, Craignish (Qld), Driver (NSW), 
Eildon, Griffith (NSW), Mansfield, 
Marysville, Tatura, Windsor, Yea

GO to Grocer locations:  Benalla, 
Brighton, Mt Buller, Port Melbourne, 

Prahran and 
Wye River.

IGA location:  Werribee
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has to be someone who can be sensitive, 
kind and point out the rules without it 
seeming autocratic.” 

April 14: Online shopping 
opened, expanded to support 
community in iso 

The group’s commitment to community 
safety saw the launch of three new 
online stores - Apollo Bay FoodWorks, 
Alexandra FoodWorks, and Brighton 
Grocer – and expanded delivery routes 
for the Mansfield FoodWorks Online 
store to service three of the other stores 
in the network - Mt. Buller, Benalla and 
Yea.

While the cost of doing business in this 
“new normal” has been huge for the 
Reddrop Group, Tina says every safety 
measure has been worth it to ensure 
increased staff and community safety.

“I’m completely proud of them. They 
haven’t been trained for any of this, 
and they’ve taken it on and become 
therapists, bouncers, policemen. I 
mean, they’ve been incredible.

“You can put out all the policies and 
procedures that you like and tick the 
box, but unless your staff take that on 
board, unless they actually make it 
happen, it doesn’t happen.”

Store sanitising REFSS guide was invaluable

Wellbeing Officer here to help
Wellbeing Officers introduced to stores in lead up to Easter - a friendly face to 

greet customers and ensure numbers in stores and safety protocols adhered to

Help Us, Help You Keep Safe sign board at entrance to stores
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was also increased over Easter and 
eased off after the Mother’s Day 
weekend to ensure “there wasn’t panic 
or madness at store entrances” during 
these peak shopping periods.

The next seven days

The group also installed sneeze guards 
at checkout to protect its staff and 
opened up its online business, hiring 10 
additional staff and investing in new and 
upgraded equipment to fulfil the high 
volume of orders coming through to 
“service people who didn’t want to come 
to a supermarket, but still wanted to 
have the luxury of shopping at Frewville 
or Pasadena Foodland,” says Rick

“The other thing that we did that was 
unique was the shop and drop service 
for our elderly customers struggling to 
get online deliveries through Coles and 
Woolworths,” says Rick.

The group created a service that 
allows elderly customers living within a 
3km radius to call the team with their 
shopping list, have their order and 
payment finalised while they’re on the 
phone, and their groceries delivered 
within the hour.

Rick says 70 per cent of the measures 
will stay in place: “We covered a lot 
of ground in a fairly short period of 
time. It was about making sure that 
we managed the level of concern, that 
as many customers as possible still 
enjoyed being inside the shop, and had 
the sense that, ‘hey this is still my store’.” 

When Rick Ellis, business 
improvement boss for the Chapley 
Group’s Adelaide independent 
Foodland supermarkets, said the 
company’s mission was to maintain 
as normal a customer experience 
as possible during the pandemic, 
he meant the Chapley definition of 
“normal”.

Normal for the group’s award-winning 
Frewville and Pasadena Foodland 
stores is a unique shopping experience 
that features live music, cooking 
demonstrations, cafés, restaurants, an 
impressive product range, and a family 
feel that embraces and draws in all of 
Adelaide, not just the locals.

With the benchmark set so high, Rick 
says the two-time IGA Australian 
International Retailer of the Year Award 
winner (2016, 2017) kicked into action 
as soon as coronavirus cases started to 
spike in mid-March.

On the morning of Monday, 16 March 
the Chapley Group’s small but agile 
executive team including the business 
owners, convened to look at the positive 
changes they could implement quickly 
across the “two stores but one business” 
to ensure they were covid-safe and 
maintain the integrity of their customer 
experience.

“It wasn’t about a profit opportunity. 
It was about ensuring the 50,000 
customers we serve across our two 
stores still wanted to shop with us 
through the crisis. And if new customers 
wanted to shop with us, that’s great, 
we’d look after them as well,” says Rick. 

“Given the craziness out there, we didn’t 
want them to feel like the world was 
ending when they stepped out to get 
some food,” says Rick.

The first 7 days: Hygiene 
Team and Shop Assist Team

Because staff and customer safety were 
the group’s top priority, Hygiene Team 
was mobilised within 24 hours to clean 
both stores 12 hours a day.

Two people per store, dressed in green 
t-shirts, were charged with the highly 
visible job of constantly cleaning 
checkout areas, baskets and trolleys, flat 
surfaces, shelving if required, and any 
products thought to have risk exposure.”

Next cab off the rank was the Shop 
Assist Team in red t-shirts: “The team 
did nothing but walk around the store 
and help people while they were trying 
to shop in a state of panic. Customers 
have been so happy with the way the 

business has managed their ability to 
shop.”

They also ushered customers through 
to checkout and express lanes as 
they became available via a system 
of roped queues and floor markings 
“at the checkout for social distancing, 
crosses at the express checkout for 
social distancing, and floor media in the 
aisle that reminded people about social 
distancing,” says Rick.

Where one door closes 
another door opens
When the group’s in-store cafés closed 
down, and restaurants moved to a 
takeaway menu, the Chapley Group 
immediately redeployed hospitality staff 
that could have lost their jobs into the 
Hygiene and Shop Assist Teams, their 
customer service skills coming to the 
fore.

“When hospitality staff were losing their 
jobs, we went the other way. We are so 
proud of our ability to keep these guys in 
work and trained up for new roles, while 
preserving our definition of customer 
experience,” says Rick.

Other in-store initiatives implemented 
in the first seven days were safety 
messages broadcast across in-store 
Public Announcement systems and 
TV screens, advising customers of 
social distancing rules, COVID-19 safety 
messages, and the availability of free 
gloves, facemasks and sanitiser at 
entrance and exit points and the main 
contact points, such as the deli and 
fresh produce departments. Security 

Award-winning SA retailer 
redefines ‘normal’ in the middle of a 
pandemic

SOUTH AUSTRALIA - FREWVILLE & PASADENA SOUTH AUSTRALIA

The Hygiene Team in action

The Shop Assist Team lend a hand

Free gloves, sanitiser and 
facemasks for use instore
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the very next day she came into work in 
the same uniform that she went home 
in because she wanted to be around 
people. 

“She didn’t even have any shoes. And 
another lady walked up to her and 
gave her $50 and said ‘please buy 
yourself some shoes’. That’s the sort of 
community Milton is. We’re very lucky. 
We’ve got a very good community that 
supports us and helps get through this 
and the staff respond to that really 
good.”

Then the pandemic reached Australia’s 
shores, and again the Milton IGA team 
kicked into gear, just as the team was 
catching its breath after the fires and 
the floods.

“Again, stock supplies coming from the 
warehouse were limited – at one point, 
there was no toilet paper for two weeks, 
and other tissue and cleaning products 
were hard to get. It was an absolute 
disaster,” says Rob.

“You’d think that a town that had gone 
through the bushfires would have gotten 
preference, but that didn’t happen. 
Luckily, we were able to source local 
produce, meat and fresh vegetable, but 
when it comes to groceries, we’d give 
our supplier 100 per cent support.

They were relying on their support, and 
were disappointed owing to the massive 
stock shortages they were unable to 
supply. This was only concerning as they 
were just recovering from the bushfires.

Back up at 70 per cent stock levels 
and improving every day, when the 
Independent Retailer spoke with Rob 
and Shane in early May, rice, flour, and 
noodles were still a bit of an issue, but 
every load seemed to be getting a little 
bit better. 

“Going through COVID-19 since Easter, 
which was a non-event, we are up 
10 per cent on this time last year. 
Unfortunately, that would have been far 
greater if we could have gotten the stock 
that we were ordering. To be up 10.5 per 
cent with limited supply is a good result,” 
says Rob.

Shane says: “Our lives have changed 
forever now - social distancing, our 
cleanliness, our preparation - we look at 
differently. We’ve changed our lifestyles 
and the way we run our business has 
changed forever.”

The final word from Rob: “Our customer 
base is up, and our business is up even 
with COVID-19. That’s just an indication 
that we have more acceptance by our 
customers than ever before.”

“We’ve adjusted accordingly to 
COVID-19.”

They make them tough on the New 
South Wales South Coast. Case in 
point: Independent Retailers Robert 
Powell, Shane Wilson and Anthony 
Latta, proprietors of the Milton IGA 
supermarket slam-bang in the heart 
of the Shoalhaven, 160km south of 
Sydney.

This summer, as catastrophic bushfires 
tore through the region, indiscriminately 
destroying human life, homes and 
businesses, local traders like Rob, 
Shane, and Anthony watched their 
sales and their hopes go up in smoke 
as tourists went home and the road 
in was closed for almost a week. Then 
the floods came. And shortly after the 
coronavirus pandemic. All in the space 
of a couple of months.

“I don’t think anything rattles us 
anymore,” says a stoic Robert.

For a community rocked not once, not 
twice, but three times, he insists “it’s not 
all doom and gloom”.

“We’re getting through it, and it’ll get 
better. We’ve got great staff, they’re very 
supportive, and they’re doing a great 
job. Nobody’s been put off. Everyone’s 
got a job.”

The management team was split during 
the bushfires, with Robert stranded 
in Sydney and unable to travel south 
because the Princes Highway was 
closed for five days due to the fires.

On the other side of the containment 
lines in Milton, businesses partners 

Shane and Anthony and their staff 
were dealing with no stock coming in to 
replenish supplies, power cuts and loss 
of communications. 

“We experienced a substantial downfall 
over the Christmas period, with takings 
down 18.5 over the bushfire period. 
The Princes Highway was blocked, and 
therefore there was nothing going in and 
nothing going out,” says Robert.

The master of understatement, Shane 
says that period was “a bit of a disaster.”

At the peak of the blackout, which lasted 
22 hours, there was a queue out the 
front of the shop 500m long.

“We had 10 staff inside with torches 
taking one customer in at a time with a 
limit of six items per customer. Our shop 
was like a cave, very dangerous, and 

that’s why we had one employee with 
one customer,” says Shane. 

“We had a massive loss of stock - 
$70,000 just in fresh meat, deli and 
dairy products. We actually donated 
a lot of meat, deli products, cheeses, 
because we didn’t want to waste it, and 
the rest we had to dump.” 

The economic toll was nothing 
compared to the human disaster playing 
out in their community. Many of their 
staff and their customers had lost their 
homes, “which was devastating, so the 
whole town was on a bit of a downfall,” 
says Rob.

“Being a supermarket, we were probably 
best off.” 

He says the team knew their community 
needed them helping out on the 
frontline: “So many people were grateful 
for that, you could tell in their faces that 
they were so appreciative of what we 
tried to do. Unfortunately, we couldn’t 
give them everything because of the 
situation.”

The heroism also went the other way. 
“One of our girls lost her house. And 

“It’s not all gloom and doom”: An 
epic tale of community resilience 
From bushfires to pandemic

NEW SOUTH WALES - MILTON NEW SOUTH WALES

Proprietors L-R: Shane, Robert, and 
Anthony outside IGA Milton

IGA Bushfire Fundraiser 

IGA Bushfire Fundraiser pre COVID-19

IGA Milton Home Delivery
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Undeterred, Raelene found a logistics 
partner, a family-owned operator called 
APT Transport, that “like us, just wanted 
to do the right thing by the community, 
and said ‘if we have a bunch of oldies 
who can’t or don’t want to go out then 
how do we help them?’ They were 
fantastic.”

“APT delivers from Tweed Heads to 
Noosa and anywhere in-between for $15. 
Our deal with Aveo was the customer 
would pay the $10 delivery fee no matter 
where the home was, and Aveo funded 
the rest. That’s where we were trying 
to get to with the government. I was 
trying to show them that we can charge 
a $15 delivery fee if we go to Stage 4 
restrictions and the government pays 
the difference. I think we would have 
gotten there, but we never reached 
that point, and I hope we don’t,” says 
Raelene.

Supporting local

“Supporting local producers and 
suppliers has been massive for us. We 
had started to change over to NORCO 
milk, the only Australian-owned and 
operated dairy co-op left in the country. 
We had been in the process of changing 
over to them and did that pretty quickly 
through the COVID crisis to try and 
support those people.”

Raelene’s Sunshine Coast team also 
supported a successful sourdough 
baker who couldn’t open his bakery 
when the state went into lockdown, 
and all non-essential businesses were 
shuttered.

“So, we said he could put in one of his 
stands in a couple of our stores on the 
Sunshine Coast and stock it and take all 
the sales we put through our registers. 
We didn’t want to buy and resell it. We 
told him to take the lot. That’s easier 
to do on the Sunshine Coast which has 
a very community, family feel,” says 
Raelene.

Fresh faces, new energy

Raelene’s business employed an 
additional 129 team members to 
support the home delivery and cleaning 
activities that kicked into high gear 
during the pandemic, supplementing 
the almost 600-strong team already on 
the books. 

“One of the big things that came out 
of all of this was the new people that 
we employed – they were unbelievably 
good, just amazing. Those people could 
have gone on JobSeeker or JobKeeper, 

but they wanted to work for their 
families and contribute,” says Raelene.

One of those people was 22-year-old 
Nathan Ford, who one week after being 
made redundant as a travel consultant 
was working with the team at the 
group’s Brunswick Street IGA store in 
Brisbane’s inner-city New Farm. 

“Living out of home and losing my 
job was really stressful. All of my 
housemates lost their jobs in the same 
week,” says Nathan.

He found out from a mate that the 
Brunswick Street retailer was putting 
on more staff to help with cleaning and 
sanitising, and he was straight on it. “I 
just couldn’t sit around at home.”

Now part of the team, Nathan says 
Tracey Mazzaferri is an amazing store 
manager, every day is different, and he 
loves the team and the customers. So 
much in fact that Nathan has chosen 
to stay on with the team and now has 
his own section in the fresh produce 
department to look after and call his 
own.  
u MORE: Independent in the media 
story featuring Tracey on page 50

Look up the definition of “community”, 
and you’ll find “independent retailer” 
somewhere in there and it’s a good bet 
you’ll find Raelene Hopper’s name too.

Hands-on CEO of the Hopper 
Group’s clutch of five independent 
supermarkets across inner-city 
Brisbane and the Sunshine Coast, a 
flower wholesaling business, and a 
meat and poultry supplier, Raelene 
and her team fronted up to the 
COVID-19 crisis and further cemented 
their position as true champions of 
their community.

Here’s how HG Retail achieved a 
stunning trifecta: helping the most 
vulnerable access fresh food and 
groceries, providing local producers 
with an outlet to sell their goods, and 
meaningful work for people suddenly 
cast onto the unemployment scrapheap.

Budget grocery box program catches 
eye of Queensland Government 

What started as a plan to get essential 
groceries and fresh food to the 
elderly and infirm residents of Aveo 
Retirement & Aged Care, in homes from 
Tweed Heads up to Noosa and points 
west, quickly turned into a triumph 
of customer service, logistics and 
heart that caught the attention of the 
Queensland Government.

“When Aveo asked me what we could do 
for their elderly community, we set up 

our operations at the Rocklea Markets in 
Brisbane – planning, logistics and a new 
website to take orders - and designed 
a variety of grocery and fresh produce 
boxes to fit every budget,” says Raelene.

WALKING THE AISLES 
IN ONE OF HER STORES, 
RAELENE PUT TOGETHER 
FIVE GROCERY BOXES 
BASED ON WHAT HER MUM 
WOULD BUY: A $50 BUDGET 
GROCERY BOX WITH BLACK 
AND GOLD HOME BRANDS 
AND A $90 VERSION 
CONTAINING PREMIUM 
BRANDS; A PERISHABLES 
BOX WITH CREAM, CHEESE, 
BACON AND OTHER LITTLE 
LUXURIES; A PERSONAL CARE 
BOX WITH FACE WASH AND 
TOOTHPASTE, AND A HOME 
CLEANING BOX.

Operational in a week, Raelene says: 

“We had the boxes picked, packed and 
ready to go. Then all we had to do when 
an order came in was pack in the fruit, 
veg and the meat, and the fresh stuff, 
bread and milk, and out it would go the 
next day.”

“When the government found out what 
we were doing for Aveo, they contacted 
us and asked us if we could expand what 
we were doing into regional Queensland, 
if and when the state went into Stage 
4 lockdown, restricting all elderly 
and vulnerable to their homes,” says 
Raelene.

“They wanted us to fill the gaps and 
deliver our grocery boxes into areas 
where there’s no Coles or Woolies and 
in some cases, no supermarket at all for 
300 to 400km.”

Working with Kate Jones, Minister 
for State Development, Tourism and 
Innovation, Raelene says the biggest 
sticking point was who would fund the 
logistics costs.

“We could deliver to Noosa or 
Tweedheads out of Rocklea Markets, 
but you can’t expect the customer to 
pay the $50 delivery fee. Thankfully 
we haven’t gone to Stage 4, but all our 
plans are sitting on hold in case we get a 
second wave and have to go into tighter 
lockdown. If it does happen, we can fire 
up that program really quickly,” says 
Raelene.

True community champion steps 
in where the big chains couldn’t or 
wouldn’t 
Qld retailer gives relief to the elderly and vulnerable, local producers and unemployed

QUEENSLAND - HOPPER GROUP QUEENSLAND

Emma picking orders at IGA 
Marketplace St Lucia

Store Manager Tracey Mazzaferri 
with new recruit Nathan Ford

IGA Milton Store Manager, Kristie Rashleigh delivering groceries into areas 
not serviced by the multi’s
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Right about the time Australians were 
panic-buying groceries and stockpiling 
enough toilet paper, rice and flour to 
last them for months of lockdown, 
Dustin Clarke and his family-run 
business situated in remote Western 
Australia were primed for a flood of 
domestic and international tourists 
that never came.

According to Dustin, Operations 
Manager of the IGA sister stores his 
family has operated for the last 18 years 
in coastal Exmouth, perched on the edge 
of the World Heritage-listed Ningaloo 
Reef, is as remote as you can get. 

“We’re a 13-hour drive from Perth and a 
four-hour drive from the nearest town,” 
says Dustin.

That’s what makes it such a sought-

after destination for over 4000 annual 
visitors hell-bent on swimming with 
whale sharks, snorkelling the reef 
located just metres off the shoreline, and 
luxuriating in the solitude of the place. 

“We were right in the midst of gearing 
up for our peak and toilet paper-gate hit, 
and then all the craziness ensued,” says 
Dustin.

The Exmouth and Ningaloo IGA sister 
stores, located 100 metres from each 
other, employ 60 locals during the 
off-season and an additional 50 to 60 
casuals and seasonal workers during 
the peak winter season which runs from 
April to October.

Dustin says local residents started to 
panic buy essentials in early March: 
“We managed to hold stock pretty well 

during that time until the end of March 
when stock levels really started to take 
a hit.”

The supply issue not what it seems 

“We’re on two deliveries a week from the 
Perth warehouse. And there was a stage 
there where we had to go to one delivery 
a week over the Easter period, because 
of all the public holidays, and stock 
dropped to high-to-mid 30s out of the 
main warehouse” says Dustin.

“I don’t think there was anyone that 
was immune from the supply problem 
nationally; I guess it made you a little bit 
more savvy looking for different suppliers. 
I feel like there was definitely concern 
over supply returning. But at the end of 
the day, we all knew it was going to come 
back, and it just needed time to recover.”

Community pillar leads the way for 
remote WA tourist hamlet 
Independent family business beating heart of Exmouth community 

WESTERN AUSTRALIA  - EXMOUTH WESTERN AUSTRALIA

Exmouth 
population: 2486

At the height of the tourist 
season, the population 

swells to 6500

Source: 2016 Census

Mum’s the silent hero 
The Exmouth IGA team won the national IGA Customer Service & Experience 
Award in 2019, and you don’t have to look very far to understand why.

L-R: Jocelyn and Trevor Clarke, Dustin and Kira Clarke

L-R: Jocelyn with Glenys and Tom

“I would like to put my hands together 
and say thank you because, without 
Metcash, we wouldn’t be where we are. 
And yet, if you look at the work that went 
into trying to get stock in and get stock 
out during that time, a lot of businesses 
were up 200 per cent, doing Christmas 
Eve figures every day,” says Dustin.

“We have to understand that it was 
unprecedented times, and we managed 
to do the best we could during that time. 
And response was quick. I think a lot of 
criticism was probably unwarranted.”

JobKeeper a business saver

In the midst of hiring for peak tourism 
season, Dustin had to cease his hiring 
activities on top of trying to keep as 
many of his core group of staff employed 
and maintain their normal hours. 

“We did manage to scrape in for 
JobKeeper at both of our stores, which 
obviously made a massive impact to 
staff retention and our bottom line. At 
the end of the day, we shaved about 8 
per cent off our wages because of it and 
kept both stores open,” says Dustin. 

Dustin: Our staff is our frontline

“As members of the community and 
as members of the IGA team we work 
hard to support our community as best 
we can, whether that’s a conversation 
in passing, a friendly hello or a 
conversation about what’s for dinner. I 
think it all helped sort of ease the worry 
a little bit during the crisis that we’re 
dealing with”.

“We’re not just a supermarket, you 
know, we’re here to support in every way 
possible.” 

“It all stems from my mum, to be 
perfectly honest. She’s a pillar in this 
community,” says proud son Dustin.

According to Dustin, Jocelyn Clarke is 
the silent hero of the piece: “Whether 
it’s supporting an older local couple like 
Tom and Glenys that come in every day 
and shop the catalogue, being the first 
person to run out and grab trolleys out 
of the car park, or the last out at night, 
her leadership really helps drive our 
team morale. Yeah, she’s a beautiful 
lady.”

Looking to the future

Dustin is optimistic that the easing of 
intrastate travel restrictions and some 
interstate travel restrictions will see the 
return of tourists.

“We live for the peak season. It’s 
exciting, and there’s lots of people in the 
store, and there’s a good atmosphere in 
town. It makes a big difference to your 
drive and your passion,” says Dustin.
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As husband and wife team Trevor 
Fredericks and Carmel Goldsmith 
watched the galloping spread of 
coronavirus across the world and 
Australia, the independent retailers 
made the devasting decision to 
separate to save themselves and their 
business. 

In the early days of March, Carmel says 
“we started to realise that we weren’t 
really sure how it was going to hit us, 
where the hot spots were going to be”.

“We knew if one of us became ill, the 
other one would go as well, and we’d 
have to go into isolation. We’d either be 
crook, or we might die,” Carmel says. 
“So, we needed to have a plan in place 
for that worst-case scenario.”

With alarming scenarios playing out 
daily in the media, the couple decided 
to live separately but work in tandem to 
protect themselves and their family and 
continue to serve their loyal community.

Trevor and Carmel knew without their 
staff this plan would have been a 
disaster.

The disruption in the supply chain also 
dramatically changed the store’s order 
runs.  For the three weeks that the 
couple lived apart and beyond, Trevor 
received fruit and vegetable orders at 
3 am, prepared the store for trade, and 
then headed to Wollongong for the day.

“I was teaching online or at school, 
depending on what the rules were at any 
one time. And then Trevor would come 
back to the shop at 7 o’clock, work out 
what’s happened, and then be putting in 
orders for liquor and groceries.” 

“Our darkest hour was definitely the 
weekend of the 21st and 22nd of March 
when we weren’t sure where the curve 
was going. We were starting to instigate 
our safety measures, we were worried 
about our staff, and were worried about 
each other living separately.” 

She says that those days were intense. 
“But you’re not alone. The whole world 
is going through this. We just had to 
buckle down, knuckle down, be stoic and 
work through it. Be pragmatic and make 
sure that we kept it going for the sake 
of our own safety and also to serve our 
community

With Trevor and Carmel reunited in 
the first week of April, Carmel says 
she knew the worst was behind them 
when Australia’s Chief Medical Officer 
Brendan Murphy said the situation was 
“certainly looking good”.

And with a team that wanted to keep 
working and serving their community, 
safety measures in place and supply 
issues in late April still not great, Carmel 
says it’s business as “new normal” until 
a vaccine is found. “We don’t have a 
choice.”

“But our community has been very 
grateful for whatever we could do for 
them. They’re very polite to each other, 
and they’re very respectful of the new 
rules. It’s a very community caring 
environment.” 

“Working through the pandemic 
has changed how I view my first 
job, how I view casual work, how I 
view commitments, how I view the 
community, how I act – it has changed 
just about everything in my life,” says 
Justin.

Justin says at times he felt so helpless 
sitting at home, “a bizarre feeling like I 
needed to do something”, that he’d head 
to work even when he wasn’t rostered 
on at Melbourne’s Ashburton IGA.

“What I can do is stock shelves. If I do 
that, it’s going to help all these people 
that need food, and hopefully, that will 
help our community get through this,” 
says Justin. “I just felt the need to be 
there more. There were some weeks I 
worked six shifts rather than my normal 
three.”

According to Justin, his experience 

working during the panic-buying frenzy 
didn’t impact the culture that owner Jeff 
Harper and manager Alex Harper have 
created for the store and their team.

“The environment didn’t change. We’ve 
got such a hard-working yet relaxed 
and fun environment to work in. It made 
it easy to adapt to a situation that no 
one expected because we just kept our 
hopes up,” says Justin.

“It was just like playing in a sports team. 
You’re around a dozen of your best 
mates, and you’re trying to achieve this 
one goal together. And you’ve just gotta 
keep rocking up. You’ve got to keep 
working hard.”

Not so casual

Like Justin says, his views on what a 
casual job is supposed to be has evolved 
during this experience.

Case in point. When Justin saw an alert 
via the store’s logistics app telling him 
that a 2400-carton load was being 
dropped on a Sunday, about five times 
the small store’s usual delivery, he knew 
his bosses would need some help. 

The young man sent his manager a 
text offering his help and arrived at the 
loading dock with his girlfriend, not an 
employee, to pitch in. “Little did I know 
the Harper Army, as we call them, had 
been called in: Jeff’s kids, his nieces, his 
sister in law.” 

He recalls there were about 15 people 
unloading the truck and unpacking 
boxes in the store. “I expected to be 
there from 2 pm to 8 pm unpacking 
boxes. We were working so quick; the 
forklift was struggling to get the pallets 
off the truck fast enough. But we got 
the job done, and the store reopened to 
serve a line of 20 waiting customers.” 

“That was the best. The store looked the 
best it had in probably over a month. We 
were all just happy to see pasta and rice 
and some toilet paper on the shelf. It 
was a really good atmosphere to be in.” 

At the start of his supermarket career, 
Justin says he never thought he’d make 
meaningful friends and relationships. 
“I’m very thankful for the opportunities.” 

What the boss says

“The best experiences that we’ve 
had is our staff,” says Jeff Harper, 
owner-operator of the Ashburton and 
Southbank IGA sister stores. 

“It’s been such a joy to watch them 
come in and work. We’ve asked a lot 
of them and put them under a lot of 
pressure. And they’ve somehow done it! 

“I love that they are the 18 to 25 
generation. Everyone tells you that 
they’re all about “me, me, me, me, me”. 
And I saw such a different approach 
from all of these kids. It was fantastic.”

Young supermarket essential 
worker: Life will never be the same 
A 21-year-old uni student pulling a couple of weekly shifts at the local independent, says working 
on the supermarket front line has transformed how he lives his life and the way he sees the world—
profound stuff for one so young. Meet Justin Burke: thoughtful, articulate, and mature beyond his 
years. Read on.

VICTORIA - ASHBURTON NEWS SOUTH WALES - JAMBEROO 

Husband, wife team separate as 
pandemic sweeps the nation
For the owners of the Jamberoo IGA, nestled in an isolated valley between dairy farms and coastal 
Kiama two hours south of Sydney, the stakes couldn’t have been higher. “We run pretty lean, I 
also teach, we have little kids,” and Trevor manages the University of Wollongong’s IGA X-press, 
Carmel explains.

Justin Burke

Carmel Goldsmith and Trevor Fredericks. 
Photo courtesy © Kiama Independent News
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But first, rewind a couple of weeks 
to mid-February and Debbie Smith, 
President of Master Grocers 
Association and the owner-operator of 
three FoodWorks stores in and around 
Toowoomba, says a couple of strange, 
if somewhat amusing, customer 
interactions were the chilling portents 
of things to come. 

“A customer paid $20 for a 36-pack 
of Quilton toilet paper that wasn’t on 
special. I’ve been in retail since 1996, 
and I could probably count on my 
fingers and toes the number of the 
customers in those 26 years that have 
paid full price for a packet of dunny rolls. 
There’s no brand loyalty,” says Debbie.

On the very same evening, Debbie says 
another customer came in and stocked 
up on hand sanitiser and cleaning 
products: “I was happy for the sales, but 
it didn’t make any sense to me.” 

Debbie says once the Morrison 
government declared the coronavirus 
was a pandemic on 27 February, two 
weeks ahead of the World Health 
Organisation, she really began to see 
consumer behaviour start to change 
and panic buying set in.“Like most 
supermarkets, we’re very diligent about 
what we buy and at what price, making 

sure that we’re also not overstocking 
our shelves but that we’ve got good 
stock on hand to serve our customer. 
But we didn’t have enough to cope with 
a pandemic,” says Debbie.

During the peak of the toilet paper panic, 
Debbie recalls a customer demanding 
she sell her some toilet paper. When 
Debbie told her it would be available 
on the shelves later that afternoon, the 
customer said, “No, I know it’s here. I 
followed you from Toowoomba”. The 
customer had spotted Debbie loading 
up at the warehouse and had followed 
her on the 30km trip to Oakey with the 
toilet paper visibly strapped to the back 
of her old shop ute.

By Sunday, 22 March, Prime Minister 
Morrison requested Australians to 
stay at home, unless their travel was 
essential, and at the same time, Debbie 
was witnessing a huge change in 
customer behaviour and the wholesale 
destruction of the country’s supply 
chain.

“This is Australia. I’ve never, 
ever had a problem with 
supply of groceries.” 

Where Debbie would ordinarily order 
2000 skews on a weekly basis and 

expect to have six lines unsupplied, once 
panic buying had set in she was putting 
in orders to Metcash and instead of 
getting six lines of unsupplied stock, it 
was six pages of unsupplied stock for 
the same order.

That’s when we got inventive
“We found out fairly quickly that we 
weren’t able to buy much flour. So, 
we went to the bulk distributors who 
normally supply cafes and started 
repackaging it so that the customer 
would have something. 

“When we couldn’t buy disinfectant, we 
went to the bulk cleaning warehouses 
in Toowoomba that normally service 
commercial places, and we bought 
20L drums, and we decanted it for 
customers if they bought their own jar 
or if they had a litre bottle, we gave them 
a litre of commercial-grade disinfectant.”

When Metcash couldn’t supply Debbie 
with toilet paper owing to shortages, 
she scoured Toowoomba to find an 
alternative supplier.

“A local wholesaler was able to supply 
us with a number of pallets of toilet rolls 
over that time. It wasn’t the best quality; 
it was called Desire. I don’t really know 
that it was desirable. It was supplied as 

This is Australia: I’ve never, ever 
had a problem with supply 
With panic-buying sweeping the nation in mid-March and the local Metcash 
warehouse stripped of essentials, one savvy, independent retailer in regional 
Queensland took matters into her own hands and got creative. 

Debbie’s patch:
Blue Mountains FoodWorks and Harlaxton Post Office, Toowoomba 150km west of Brisbane
Cambooya WoodWorks, Cambooya 25km south of Toowoomba
Oakey Foodworks, Oakey 30km north-west of Toowoomba

QUEENSLAND - TOOWOOMBA QUEENSLAND

Toowoomba 
population: 

69,008
Estimated residential 

population at
30 June 2019

Source: 2016 Census

Debbie Smith on toilet paper (TP) pursuit

TP suppplies heading back to store

TP Mission accomplished Flour packaged and ready for purchase

Repackaging flour for sale

a four-pack that we were selling for 
a dollar per roll, which we found was 
quite bizarre because people only 
buy toilet rolls at 30 cents a roll and 
that’s for Quilton, and much more 
desirable than our Desire.”

But, according to Debbie, her 
customers were raving about how 
wonderful she was because they 
couldn’t buy it from the big chains: 
“In mid-March, they were saying to 
me ‘you know, Coles in Toowoomba 
don’t have any toilet paper. You’ve 
got it. How good are you!’”.

“My idea about decanting the 
disinfectant and bagging flour just 
spread like wildfire throughout our 
network, because it was a good way 
of looking after your customers, 
giving them something they couldn’t 
get somewhere else.”

Debbie says independent retailers 
are a collegial community that 
shares ideas and advice; it’s not “me 
or them”, it’s about serving their 
communities, especially in a time of 
crisis.
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With just one idea Hitesh Palta, owner 
of the Pier St IGA Altona store in 
Melbourne’s inner-west, sparked a 
viral movement that saw retail giants 
like Coles and Woolworths follow 
suit and open their stores one hour 
earlier to allow the most vulnerable 
in the community – the elderly and 
the disabled – to get ahead of the 
COVID-19 panic-buying queues and 
shop for their essentials in safety

“I was watching the news and seeing 
reports of fighting over toilet papers in 
the first weeks of March. The hardest 
thing was watching our elderly people 
standing in queues that were half a 
kilometre or a kilometre long, only to 
get to shelves that were empty of toilet 
paper and other daily basic necessities,” 
says Hitesh.

“What can we do to make it easy for 
them?”

Hitesh put this question to his team 
members, managers and a few of his 
customers. And what they came up with 
was groundbreaking: “Why don’t we 
start opening our store an hour earlier 
and give them a friendly and quieter 
environment to shop in. And that worked 
for us pretty well. Our customers are 
very happy.” 

That’s an understatement. On Monday, 
16 March, only one day after announcing 
the three-week senior and disability 
cardholder exclusive shopping hour 

campaign on the Pier St IGA Facebook 
page, the post had received almost 
3000 comments, the news had gone 
viral, and Hitesh was being bombarded 
with media requests ahead of the 17 
March kick-off.

Community service a 
team effort
With Hitesh at the front door on day-
one welcoming 20 customers into the 
store at any one time, a steady stream 
of senior and disabled customers (with 
their carers) shopped for a couple of 
hours, with no one waiting in the queue 
for more than 15 minutes. 

“Some people had tears in their eyes 
when they saw that we were only open 
for the elderly and it was a really good, 
emotional first day for us,” says Hitesh.

“Customer feedback has been 
excellent,” says Hitesh. “They were 
pretty happy for us what we were doing, 
saying ‘we will always support you even 
once this whole thing is finished’. And I 
can see that they’re still supporting us 
more than three weeks later.” 

According to Hitesh, the success of the 
campaign has been all about teamwork: 
“Everybody was proud of themselves for 
doing this service for this great cause 
and everybody chipped in. They came 
out of their shell. The group worked 
extra hard, and stayed back late at night, 
filling shelves for the elderly because we 
really wanted our shelves to be stocked 
up.” 

“We all stood together even in this 
fearful environment of Coronavirus 
so that our focus could be our local 
community and the elderly.”

Humble independent retailer leads 
the way, majors  follow the suit
Asked if he thinks he’s a trailblazer, one Melbourne independent supermarket retailer gives an 
embarrassed laugh: “I wouldn’t go that far. We were just trying to help our local community.”

VICTORIA - ALTONA

“I was really shocked by the response,” says Hitesh.
“My main motivation for doing this was not to 
publicise our store or anything. Our main motive 
was to help the elderly. And I was really happy when 
the idea went viral, and Woolworths and Coles and 
every other big retailer followed us.”

SOCIAL MEDIA POST GOES VIRAL, 
BIG CHAINS HEED THE CALL

Local heroes make the 
national stage

The Pier St IGA story was covered by Channel 7’s 
national breakfast program Sunrise, featuring 

an interview with store manager Jhae Jones the 
morning before launch.  

Interlude 
PINOT NOIR 

Y A R RA   V A L L E Y

For further information please contact  
your De Bortoli Area Manager.

New

Hitesh assists senior shopper

 u 

Read Hitesh Palta’s 
story on page 52

Spearheading 
Exclusive Shopping 

Hours
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And that’s a pretty special thing, says 
Sally McMartin, CEO and Company 
Secretary of Lhere Artepe Enterprises, 
the parent company that owns and 
runs the Northside, Eastside and Flynn 
Drive IGA supermarkets that service 
Alice Springs, surrounding Aboriginal 
communities, bush camps and cattle 
stations.

A town, region goes 
into hard lockdown
One of the biggest challenges 
facing the Northern Territory’s 
remote Aboriginal communities 
and its government at the outset 
of the COVID-19 pandemic was 
how to protect vulnerable remote 
communities at most risk from the 
disease.

According to Sally McMartin, CEO and 
Company Sectary of Lhere Artepe 
Enterprises, the Alice Springs-based 
company that owns and operates three 
independent supermarkets under 

the Lhere Artepe Supermarkets/IGA 
banner, Aboriginal organisations drove 
something like 800 people home to their 
remote communities in mid-April.

“In addition to the 280 Aboriginal 
households that live in Alice Spring’s 
town camps, at any one time, there are 
a lot of Aboriginal people that come into 
town to do their shopping and meet up 
with family and friends. Getting these 
folks back to their community was 
important to keep Aboriginal people 
safe,” says Sally. 

“The great worry in the Territory would 
be if Coronavirus got into some of 
those remote communities, particularly 

Alice Springs institution protects 
vulnerable, services remote 
communities   
The native title holders of Alice Springs are the 
shareholders of the Lhere Artepe Supermarkets group

NORTHERN TERRITORY - ALICE SPRINGS

Alice Springs 
population:

Township: 26,390 
Region: 39,317

Estimated residential population at 
30-6-2019 Source: Department 
of Treasury and Finance; ABS, 
Regional Population Growth, 

Australia, Cat. No. 3218.0

Lhere Artepe 
Supermarkets: 

Northside IGA, 
Eastside IGA and 
Flynn Drive IGA

Sharon Riddington, Shift Supervisor from Northside IGA picking and packing a bush order

Sally McMartin, Lhere Artepe Enterprises

because of the health status generally of 
Aboriginal people.”

Alice Springs not immune to 
panic buying, supply chain 
disintegration

A couple of weeks behind the Eastern 
states, Alice Springs supermarkets, 
including the Lhere Artepe group, 
quickly saw their stores overrun and 
stocks of toilet paper, powdered milk, 
tinned vegetables, rice, pasta, pasta 
sauces and other staples bought out in 
a panic-buying spree that mirrored the 
metro experience. 

Sally says she has heard anecdotally 
that panic buying also extended to the 
remote outback and community stores 
managed by Aboriginal communities. 

“When people got their first payment 
of $750 from the government, a lot of 
those folks just went to their outback 
stores and bought up with that money, 
which ran down their stores. And now 
the problem had been about getting new 
supplies into those areas,” says Sally. 

“There was a national round table in 
mid-April with the federal minister 
and Coles, Woolworths, Metcash and 
significant others, to make sure that 
they were providing supplies into those 
remote community stores or outback 
stores, because they don’t want people 
travelling back into regional centres like 
Alice Springs to get their food, which is 
what they would normally do.” 

Sally also participated in a round table 
with the NT chief minister’s office. The 
only supermarket representative on 
the call, Sally says welfare services 
and Aboriginal corporations discussed 
what could be done to ensure food 
supplies got into remote, vulnerable 
communities.

When the Independent Retailer spoke 
to Sally in late-April, she says her 
supermarkets’ supply mostly came in 
from Metcash, with less than 60 per 
cent of orders being fulfilled.

“It’s been difficult for us because our 
shelves aren’t full either. We wouldn’t 
necessarily be able to assist with 
the things that need to go into the 
community because we don’t have 
those items on our shelves. For instance, 
at that round table they talked about the 
need for flour, rice, tinned vegetables, 
powdered milk, which are the ones that 
we have struggled to get,” says Sally. 

“We have had to try and source other 
suppliers when Metcash couldn’t supply 
us because they were stripped of supply 
as well. We’ve still got shelves where 
there is no rice. We’ve got pasta, but 
we haven’t got any pasta sauce. We 
have toilet paper now. And there was a 
time there where we couldn’t get any 
hand sanitiser anywhere. And we had 
found suppliers of that now. But canned 
vegetables, very difficult. We hadn’t got 
powdered milk for a while, and long-life 
milk was also scarce.”

Independent supermarkets 
enhance the local community, 
economy

Just how central are independent 
supermarkets to their community, 
especially in regional and remote 
Australia?

Research commissioned by the Lhere 
Artepe Supermarkets in 2019 found 
the group of three stores contributed 
$34 million into the Alice Springs 
community, confirming the group’s 
central role in the community.

“Everyone in town uses these shops. 
We’re just not the shop ‘round the 
corner. We’re seen as an integral part 
of the fabric of Alice Springs, a really 
important part of our community.”

During the panic-buying period, 
Sally says the stores have added 
1000 additional customers per store 
compared to the same time last year: 
“We’ve had comments from people 
telling us that they don’t usually shop 
here but, ‘jeez this is a nice shop, I 
reckon I’ll start coming back’.”

Sally thinks customers are enjoying the 
independent experience: “It’s not so 
rushed, we have a full range of groceries 
and customers feel safe in our stores 
compared to the big chains. Our staff 
help people out to their cars with their 
bags – personal customer service they 
perhaps don’t get in the big chains.”

“If nothing else, Covid-19 

has proven, once and for 

all, that we are creatures 

of habit and we like to be 

organised and to make 

plans.  We are also social 

creatures and we like to 

have something exciting to look forward to 

– whether that be going out for dinner with 

friends, catching up with family, going on a 

holiday, or simply having a barbecue with 

mates.  This has become part of our DNA 

and reflects how we have lived over years 

and even generations.   Well, Covid-19 has 

changed the game plan and all the activities 

we usually look forward to, are now on hold 

or look very different.  

My message to our members is to say, 

“Stay strong and stay the course.”  We are 

living in unprecedented times and learning 

that patience really is a virtue.  We may not 

be connecting with our industry peers and 

friends in person at the moment, but that 

day will come again soon and when it does, 

I assure you that we won’t take this for 

granted.   

Life will return to normal.  This may still be a 

number of weeks or months away, but our 

number one goal is to stay well, as without 

health we have nothing.  Therefore, it is very 

important that we follow all the government 

guidelines and take care of ourselves, our 

colleagues and our workmates and families. 

We can look forward to next year and as an 

essential service industry, it is critical we 

stick together, work in partnerships and 

support our fellow retailers, suppliers and 

industry friends.  I am looking forward to the 

dawn after the dark.  

Keep safe and stay well.”

  Fred Harrison  
  Patron GALA
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However, a strategic conversation in 
early April with a retailer friend he 
admires triggered an uncharacteristic 
rethink.

“A very good friend of mine, Julie 
Quinton from Quinton’s SUPA IGA in 
Warrandyte rang me and said, ‘Tony, I’m 
going to put them in’. And I said, ‘Julie, 
why would you do that?” 

At that point in the pandemic response, 
Tony was already grappling with how 
to implement safety processes in his 
store “like markings on the floor, social 
distancing awareness, hand hygiene, 
and coughing into your elbow”.

Tony’s chat with Julie, followed by a 
trip to her store to watch them being 
installed, made him realise she had a 
really good solution on her hands. 

“Usually, I’m pretty stubborn and 
pigheaded. Once I’ve made a decision, 

I live with it. But in this case, I did a 
complete flip in 24-hours from thinking 
it was a stupid idea to putting them in.”

THE IMPACT WAS IMMEDIATE. 
“THESE THINGS WERE 
REALLY VISUAL AND REALLY 
DID MAKE A DIFFERENCE. IT 
WAS A DEEP SIGN TO THE 
COMMUNITY AND THE STAFF 
THAT WE ACTUALLY DO CARE, 
AND WE ARE TRYING TO 
MAKE THIS PLACE AS SAFE AS 
WE CAN.”

The retailer says that more than 
anything, the sneeze guards signalled 
that Tony’s team was taking the 
issue of safety seriously and built the 
expectation that sneeze guards were 
helping protect the community.

“Once someone does something 
en mass like that, it becomes an 
expectation from the customer. 

I’m pretty proud that by following 
Julie’s advice, we’ve helped build an 
expectation that made a difference.”

 “It was a real message to everybody 
that, one, we’re in a difficult situation. 
And two, we’re trying to make the 
best of this difficult situation and do 
everything we can. More than just one of 
the safety initiatives, it was actually a bit 
of a signboard to say we are trying to do 
the right thing for you.”

Tony says he wouldn’t be surprised if the 
sneeze guards stay up until Christmas, 
and beyond. But he wouldn’t like to leave 
them up forever because they are a 
barrier to communication.

“But the reality is that you can see 
through them very clearly. It’s so much 
better than the facemask; they’re easy 
to clean, you can see facial expressions. 
I think they really are a good addition, 
you know. 

And the retailer says the positive 
comments have flowed: “I haven’t had 
a complaint from anybody, staff or 
customers. I’ve had a lot of people thank 
us. It’s amazing, the customers coming 
up and thanking you for doing things 
like that. It’s really been well taken by 
the customer base, that we were doing 
something to protect them and the 
register attendant. “

“I’m proud I took Julie’s advice.”

Sneeze guards: one retailer’s love 
letter to his community
Mt Evelyn IGA owner Tony Ingpen at first dismissed sneeze guards as an overreaction to the issue 
of staff and community safety.

VICTORIA - MOUNT EVELYN

Register staff member  serving  from behind the sneeze guard at checkout
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A timeline of key events in the 
Tasmanian north-west coronavirus 
outbreak

 » 3 April 
Three cases of hospital workers 
with COVID-19 were reported

 » 6 April 
The North West Regional 
Hospital and co-located North 
West Private Hospital in Burnie 
and the Mersey Community 
Hospital in Latrobe were closed 
to visitors

 » 12 April 
The decision was made to 
close the regional and private 

hospitals when 35 hospital 
workers were infected putting 
5000 staff and their families 
into a two-week quarantine 

 » 17 April 
Tasmanian Premier Peter 
Gutwin tightens the “stay at 
home” order for residents of 
the north-west with additional 
roadblocks and police checks to 
ensure all but essential workers 
remain in lockdown

 » 18 April 
Fifty Australian Defence Force 
health personnel arrived in 
Burnie and embedded with the 
seven-strong Australian Medical 

Assistance Team (AUSMAT), 
usually used for international 
humanitarian relief, to support 
the deep clean, re-opening 
and ongoing operation of the 
emergency department at the 
North West Regional Hospital

 » 21 April 
144 cases were associated with 
the Burnie hospital outbreak 
stemming from two patients 
who had disembarked from the 
Ruby Princess cruise ship

 » 30 April 
Of the 13 COVID-19 deaths in 
Tasmania, 12 have been in the 
north-west of the state

“We are in an area in upper Bernie, and 
the North West Regional Hospital is 
about 2km away,” says Maureen.

“The situation was changing daily, and 
change is hard for anybody. Sydney 
is 73 and hasn’t been allowed to go to 
work. Our children were against him 
going into work; they were against me 
going to work. But you can’t, when 
you’ve got a business in a situation like 
this, not be there to lend support and 
keep it calm, happy and flowing and 
keep the environment for our staff as 
safe as you can,” says Maureen.

With Sydney supervising operations 
from home, Maureen and her team of 17 
went into crisis mode.

“Around Sunday,18 April, they went 
from 27 staff operating on a pretty open 
roster to losing 10 staff because most 
of them were children or partners of 
people working at the hospital,” says 
Maureen.

“With the quarantine order in place, we 
flipped from an open roster to a team 
roster. Basically, four team members 
would work one day, have the next day 
off. And then the next team would come 
in the following day, and the deal was the 
days they were off they had to stay in 
isolation.”

According to Maureen, the team has 
managed to get through this period with 
no sickness, no one being unwell and no 
one contracting COVID-19.

Dealing with the silent 
impacts
“The silent impact on our staff has 
been significant – it really has. You 
keep a watch on your staff, especially 
the juniors that I was noticing would 
get teary. The juniors we noticed first. 
Staff were also getting stressed as the 
number of COVID-19 cases started to 
mount in town. Little things would build 
up, and staff would react where usually 
they wouldn’t,” says Maureen. 

“This business of fighting over toilet rolls 
was true. Customers would come in and 
argue and would be quite rude. But they 
weren’t our normal customers. We were 
getting customers from Smithton, 85km 
to the west, and Ulverstone,  30km 
west of Burnie because there was no 
toilet paper and no rice, no pasta, sugar 
and flour. And I think people thought 
because we were an IGA tucked up away 
we’d be a great source of these items.”

According to Maureen, since mid-March, 
they’ve had five weeks of Christmas, 
Easter and New Year-level trade every 
day. And with a third of the town going 
into quarantine, Maureen says she 
expected stores sales to go down and 
deliveries to go up, but that wasn’t the 
case. In fact, it was the opposite with a 
staff member being positioned at the 
front door to only allow 10 customers in 
the store at a time. 

“In the first week, it was really scary. 
By the second week, stress was really 
starting to impact my staff, with some 
of them accessing counselling services 
through the Tasmanian Independent 
Retail group.”

Talking to the Independent Retailer in 
early May, Maureen said it was the first 
week since Burnie went into lockdown 
that they are experiencing close to 
normal trading conditions.

Our staff are the true 
heroes
“Our staff have questioned the 
government giving a supplement to 
unemployed. Some of our girls don’t 
even earn that a week, let alone a 
fortnight,” says Maureen.

“And yet they’ve stayed with us, they’ve 
all stood up, which is amazing. Because 
change is really difficult: usually you’ll 
have staff members that don’t like it, 
and they’ll kick up a little bit. But there’s 
been none of that. 

“I tell them we’re living in history – 

you’ll be able to tell your kids and your 
grandkids. You try and give it that 
healthy spin.”We are living history: 

Burnie team at 
epicentre of Tasmania 
coronavirus outbreak 
“We tell our staff every day that they are heroes, and the work they do is just 
as important as doctors and nurses.”

TASMANIA - BURNIE TASMANIA

Burnie
population:

Burnie City: 19,995
State total: 535,500
Estimated residential population at 

30 June 2019 Source: Australian 
Demographic Statistics, ABS 

CAT NO 3101.0, TABLE 4

When Tasmanian households were ordered 
to go into lockdown on 30 March due to 
coronavirus, independent grocers Sydney 
and Maureen Cutner never expected to 
lose over a third of their workforce in the 
middle of a pandemic panic-buying spree.

Fast forward two weeks and their town 
of Burnie, 50km west of Launceston was 
the scene of a military takeover of several 
hospitals closed down due to the COVID-19 
outbreak and 5000 townsfolk - hospital 
staff and they families - ordered into 
mandatory quarantine.

Proud (but tired) independent retailers and community stalwarts Sydney and 
Maureen Cutner, outside their store, Syd’s IGA Everyday Burnie

Team leader Sam Emmerton juggling 5L containers of 

hand sanitiser

Local customer and North West Regional Hospital 

worker Lisa Plapp finally able to shop in-store at Syd’s 

after two rounds of 14-day isolation; the first after 

returning from the mainland, and the second due to 

the closure of the hospital. The team kept Lisa’s pantry 

and fridge stocked by passing groceries over her back 

fence. What champs!

Thank you notes and gifts from grateful customers 

have been dropped into the store. 



48

mga.asn.au  |  COVID-19 Special Issue |  Edition 4

NATIONAL

49CORPORATE PARTNER ADVERTISING: COVID-19SAFEGUARDING COMMUNITY, STAFF & SUPPLY: COVID-19

WESTERN AUSTRALIA  - ROLEYSTONE WELCOME TO OUR NEW CORPORATE PARTNER

In an environment that has become 
increasingly dominated by National 
Chains creating a generic offering of 
major brands and driving value out of 
the market, Pail & Cooper are driven 
by the passion of the families that are 
creating outstanding produce and the 

local businesses (both independent 
retail and bars/restaurants) that strive 
to support them.  Currently distributing 
just in Victoria, Pail & Cooper proudly 
represent five craft brewers and a 
portfolio of premium boutique wineries 
hand-selected for their quality, sense 
of place and family roots. We pride 
ourselves on taking a partnership 
approach exclusively with independent 
customers, providing category insights, 
running weekly consumer tastings and 

creating tailored promotions using a 
portfolio which focuses on just one 
producer from each key region.  With 
the guarantee that our wineries are 
exclusive to independent customers 
in Victoria, we ensure you maintain 
sustainably healthy margins.  

Please contact Chris Maddison on 
0459 231 127 or chris@pailandcooper.
com.au to arrange a meeting with 
your local rep.

Ross Anile, a veteran of the Perth 
independent grocery scene for 
more than 43 years says the novel 
coronavirus has been a “silent, huge 
interruption” to doing business.

“It’s intangible, you can’t see it. But 
what we are dealing with are people’s 
perceptions, people’s concerns and 
people’s worries. And the biggest issue 
is fear.” 

Ross, a member of the MGA Board of 
Directors, says the resources the MGA 
provided to its members to support their 
health and safety were invaluable during 
a time of high stress and anxiety. 

Stage 1: “The MGA was very proactive. 
They sent us guidelines and information 
to give to our staff to help them stay 
healthy and virus-free so the business 
could be healthy. That was stage one.”

Stage 2: The team implemented 
a comprehensive regime of safety 
initiatives across the store: gloves were 
provided to staff with strict guidelines 
on use, sanitiser was placed throughout 
the store, and a whole-of-store cleaning 
program was kicked off.

Stage 3: A trolley cleaning stand was 
placed at the store’s entrance where 
people could get hand wipes to clean 
their trolleys before they came in the 
store. “Unfortunately, the supplier ran 
out of stock Australia-wide, but used our 
own hand wipes, often off the shelf to 
keep that going until the industrial ones 
came in.” 

Stage 4: Ross installed sneeze guards at 
each checkout for the protection of staff 
and customers. “At the same time, we 
put down signage that was given to us 

by Metcash in regard to social distancing 
on the floors.”

Stage 5: The team moved into 
maintenance mode, ensuring all new 
processes and procedures were bedded 
in. “We checked in with staff and 
customers to ensure they felt safe while 
working and shopping in-store. We also 
walked the floor regularly to ensure no 
overcrowding in any areas and moving 
customers quickly through checkout.”

Ross says the investment in personal 
protective equipment for his staff, 
cleaning and sanitation programs and 
the Perspex guards is a small price 
to pay for securing his business and 
making it safe for his customers and his 
staff.

Perth retailer’s 5-step safety 
protocol keeps staff, customer safe
Dealing with the intangible: “The biggest issue is fear”

Staff were provided with gloves

Ross Anile (centre) with staff members

Home delivery offered to all residents regardless of vulnerability category – 
two Roleystone Fresh IGA team members (rear of photo) putting orders together.

Roleystone Fresh IGA featured social 
distancing store signage,

Checkouts woth sneeze guards
Roleystone Fresh IGA featured social 

distancing store signage,

Hand sanitiser in constant stock.
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One day you’re minding your own 
business, managing your team and 
keeping your store open through a 
pandemic, the next you’re front-page 
news. 

When Tracey Mazzaferri, store manager 
at the Hopper Groups Brunswick Street 
IGA in Brisbane’s inner-city, got a call from 
the Courier Mail, the city’s metro daily 
newspaper, she was shocked.

A store regular nominated Tracey, and the 
Brunswick Street IGA team for a local hero 
award and the Courier deemed them most 
worthy of the award for supporting their 
New Farm community through the crisis.

“I was taken aback. I’m not sure who 
nominated us, but they saw the big picture 
of what we actually do here working with 
the community to do as much as we can 
to make things function normally during 
COVID.”

Tracey and her team were also recognised 
for employing an additional eight staff 

members, part of the almost 130 new 
staffers recruited by parent company 
HG Group from pandemic hit industries 
like travel, aviation, construction and 
hospitality.

u Tracey made the front page of the 
Courier Mail and was also interviewed by 
A Current Affair and Sunrise.

Viewed over half a million times 
(mid-June), JP’s video was in 
direct response to a customer who 
repeatedly tried to return 150 units of 
one-litre sanitizer and 150 packets of 
32-pack toilet paper.

JP says he’d just had enough and 
had to take a stand. “And I knew my 
team had had enough because they 
were dealing with angry customers 
demanding refunds when they 
produced their receipt.”

“I told him that,” JP said to camera, 
sticking up his middle finger and 
winning a legion of international fans 
at the same time.

The retail boss says he wasn’t 
expecting “how on-board everyone 

was” with his stand against hoarders 
attempting to return goods bought 
at the height of the crisis. With 
online sales channels like eBay 
closed to them and export markets 
shuttered by the government to stem 
profiteering activity, JP too took a 
stand against hoarders who had 
sparked food and grocery shortages 
and made life difficult for everyone. 

“It resonated around the world”

With the YouTube clip going viral, JP 
also got calls from media outlets as 
far afield as Czechoslovakia, the Daily 
Mirror and BBC World Radio in the UK, 
Fox 8 in the USA, and the Paul Murray 
Show and The Bolt Report on Sky 
News domestically, just to name a few.

He says he’s received fan mail from 
the United States of America saying, 
“good on you for taking a stand”, 
hundreds of emails sent directly 
to Drakes HQ, and thousands of 
messages via social media applauding 
his stance. 

“People were cooped up at home 
going crazy, and they needed 
someone to just go, hey, guys, it’s un-
Australian and un-global to profiteer 
while people are vulnerable and in 
need.”

Drakes Supermarkets sold eight 
months of toilet paper in four weeks 
across its 63 stores during the height 
of the panic buying.

“There were so many people that 
could’ve used that product. And as 
much as I would have loved to take 
back 10-grand of a stock, it wasn’t 
about that. It was about, hey, if you’re 
thinking of doing this in the future, 
be aware none of the big guys, and 
none of the supermarkets are taking 
anything back.” 

John-Paul “JP” Drake, director of Drakes Supermarkets, says he had no idea his now-
famous YouTube video sending a direct message to local pandemic profiteers would resonate 
so profoundly with people around the world.

As Australians went into lockdown, weeks of panic buying saw the media lens quickly 
trained on essential services and frontline workers keeping the country fed and cared for.

And independent retailers were at the forefront of the media coverage for all the right 
reasons: spearheading exclusive shopping hours for the elderly and disadvantaged; calling 
for better treatment of supermarket workers; employing Australians out of work because of 
the virus, and taking a stand against hoarders and profiteers.
Here’s just a snapshot of the coverage.

Brisbane store manager makes page one, TV news for 
service to community

Viral YouTube video catapults Adelaide supermarket
boss to global hero status 

Independents: Media, community 
heroes

Tracey Mazzaferri being interviewed outside Brunswick Street IGA, by A Current Affair

JPs infamous salute to local pandemic profiteers



52 53

mga.asn.au  |  COVID-19 Special Issue |  Edition 4

SAFEGUARDING COMMUNITY, STAFF & SUPPLY: COVID-19 SAFEGUARDING COMMUNITY, STAFF & SUPPLY: COVID-19

Independent retailer Hitesh Palta 
spearheaded the exclusive shopping 
hour movement from his Pier St IGA 
store in Melbourne’s inner west. The 
trigger? 

A Facebook post that went viral, 
sparking a national call for the chains 
and other big industry players to follow 
suit. And the media went crazy for 
the hero of the hour, Hitesh, and his 
phenomenal idea. 

 The Pier St IGA story was covered 
by Channel 7’s national breakfast 
program Sunrise, featuring an 
interview with store manager Jhae 
Jones the morning before launch. 

The Age newspaper also covered the 
story several days running, heralding 
Hitesh as a retail innovator.

Channel 9 News gave the story 
national coverage, and the local Star 
Weekly also showcased its local heroes 
leading the way for supermarkets 
across the country.

Tina Reddrop, co-owner of Reddrop 
Group says the only reason her 
usually media-shy multi-store 
group actively sought coverage 
during the peak of the crisis was 
to protect her team from rude 
shoppers. 

She says working with the Herald Sun 
on the story “was our serious attempt 
to stand up for our staff against 
abusive customers.  We weren’t sure 
how else we could get the message 
across but to go big.”

Spearheading exclusive shopping 
hours

Standing up for your team: 
“Calm down rude shoppers”

◀ Graham Booysen, CEO was very happy to present the donation to Drought Angels, Natasha 
Johnson (L) and Jennifer Gailey (R) back in May

VICTORIA NATIONAL

B ROWN B ROTH ERS  
ORIG I N SERI ES

Brown Brothers Origins Series celebrate the origins of different 
varietals, the lifestyle, sense of place of these exotic wine styles. 

NOW  
INCLUDES 

 MALBEC

Photo © Jason South The Age newspaper

The Drought Angels fundraising 
organisation started in 2014 with 
the vision to ensure the Australian 
agricultural industry is sustainable 
and thriving for the benefit of 
everyone.  The team at Cornetts 
Supermarkets support this vision.

Cornetts strongly believes in 
supporting our farmers through both 
purchasing locally wherever possible, 
and also supporting them now via 
Drought Angels.  “We know how much 
the farmers have been affected over 
many years of drought so we started 
fundraising to help the Drought 

Angels do what they do 
best,” said Mr Graham 
Booysen, Chief Executive 
Office of Cornetts Supermarket.

“Cornetts believes that farmers are 
the backbone of our country and we 
always support farmers by buying 
locally, but right now they need more 
than that and we are so proud to give 
back to our rural friends”, said Mr 
Booysen.

“We truly believe in locals supporting 
locals, and we are local to this 

community so to be able to give back 
to the region that supports us is 
something we are very fortunate to be 
able to do,” said Mr Booysen.

“Our farmers need everyone to buy 
local, buy Queensland or Australian 
grown and produced, because every 
bit helps go back to those on the 
land and will create healthy, vibrant 
communities.”

Cornetts proving 
to be angels too

QUEENSLAND

Graham Booysen CEO with  

(L-R) Natasha Johnson and Jennifer Gailey

The Herald Sun ran the story “Supermarket workers reveal secret pain after copping ‘abuse’ amid panic-buying scandal”  
followed by the print version the next day on 28 March “Calm down, rude shoppers told”.  
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sister companies in Europe were 
experiencing a lot of the impact 
probably a couple of weeks before we 
did. 

“For instance, what was happening 
in Italy happened a couple of weeks 
before what happened in Australia. 
So, a lot of the information that we 
were able to secure fairly early on 
was based on their experiences, be it 
Italy or Spain, and flowing through to 
the other countries. We were getting 
a lot of information from that source; 
protective measures, what to do in 
store, how to protect staff, sanitation 
levels.”

John-Paul Drake, Director, 
Drakes Supermarkets

“The MGA has been providing 
advice and been operating on the 
political side, and that’s where we 
use them.

“Jos and the MGA are on the front 
foot, speaking to the politician, and 
for us that’s where we see their value. 

“Jos is pushing the way on the supply 
issue; maybe Coles and Woolies did 
get looked after better during the 
pandemic, and is that fair? If you’ve 
got 70 per cent of the market share 
combined, you’re going to get 70 

per cent of the stock. And that’s the 
problem; their power is too strong. It 
makes it very hard to be competitive, 
especially for a small independent.

“That’s why having a bigger group 
like the MGA working for us definitely 
does help. It gives you the ability 
to feel part of a bigger group, even 
though combine us all together we’ve 
still got a long way to go in market 
share against Coles and Woolworths 
and Aldi to a smaller extent.”

Steve Xenikoudis, Chief 
Operating Officer, Foodland 
Supermarkets Australia
“In a previous life, I worked for 
Metcash, and I have also worked 
for other retailers. The MGA has 
always been a strong supporter 
of the independent supermarket 
network. Based in South Australia, 
we have our own lobbying and 
committees that assist us. 

“The MGA compliments anything 
that we do locally. They assist us 
with reinforcing messages, especially 
during the COVID period, regarding 
the rules associated with social 
distancing, hygiene and making 
sure cleaning procedures are well 
documented - a whole lot of advice 
to reinforce what our own network 
was sharing and what our own health 
department was telling us both at a 
state and national level.

“We used the MGA COVID support 
materials and collateral. Our retailers 
were some of the first to introduce 
one-way aisles in the supermarkets, 
and we were the first to put arrows 
on the ground. The MGA has 
complemented those measures by 
providing us with tools we could offer 
our staff to better understand what’s 
going on.

“At Foodland corporate, we would 
send daily COVID-19 updates to all 
our retailers from our operations 
team that would include information 
from the government, from the MGA 
and the South Australian Independent 
Retailers. Anything we could do to 
assist our retailers to reinforce the 
message.”

Tina Reddrop, Co-owner, 
Reddrop Group
“We launched our coronavirus store 
plan in mid-March. That initial action 
plan document was super critical for 
our staff and was based on the MGA’s 
released documents. In addition to 
the government signage, MGA also 
onforwarded symptoms charts, 
self-assessment charts, reduce your 
risk sign, that were a great source of 
information for our team”.

Fred Harrison, Chief 
Executive Officer, Ritchies 
Supermarkets 
Ritchies CEO Fred Harrison 
says MGA has done “a great job 
coordinating all the information 
and communicating it to retailers 
in retail speak, not in government 
speak.”

When you run 75 supermarkets across 
three of Australia’s most populous 
states, you need to cut through the 
confusion when a crisis of global 
proportions hits.

“MGAs been able to keep us up-to-
date on government policy; what’s 
been happening from a state and 
federal government perspective, 
what’s happening at the federal level’. 

“They’ve been on the forefront of 
making sure communication was 
regular to reassure us, particularly 
around staffing, to remind us of our 
obligations with our staff. They’ve 
been very good at making sure we’re 
following current protocols and 
procedures.”

Lou Jardin, Managing 
Director, SPAR Australia 

“We sourced our information from 
a lot of different areas, MGA being 
one of them.

“SPAR Australia has the added 
advantage that because we’re 
internationally affiliated, we’re 
able to get a lot of our information 
from overseas. Our international 

Top retailer: MGA 
communicates in retail speak, 
not government speak
When the coronavirus pandemic 
hit Australia’s shores, within 
a matter of weeks independent 
supermarkets and their staff 
were abruptly thrust onto the 
frontline.

Cast into the novel role of 
essential workers, at the peak of 
the crisis independent retailers 

had to comply with a slew of new 
and sometimes fuzzy measures.

Standing alongside its members 
in the trenches was the MGA, 
receiving, translating and 
simplifying the message so 
that members could efficiently 
implement new process and 
procedures and operate safely.

• MGA sorts through the detail to 
deliver clear, unambiguous, and 
timely pandemic information to 
members 

• Helping members get on with 
the business of delivering 
essential food services to all 
Australians during times of 
crisis
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Notwithstanding a national supply 
chain hobbled by panic buying, 
SPAR boss Lou Jardin says not 
one of the 300 supermarkets his 
warehouse services in eastern 
Australia received a load a day late.

“Albeit they received less than they 
would have expected, but more than 
they normally order, which is ironic.”

He says making sure retailers got their 
loads on time was absolutely critical.

“Our merchandise team worked with 
the suppliers to make sure that we had 
the flow of stock out of the warehouse, 
bearing in mind that suppliers were 
dealing with the unprecedented 
demand from everybody.” 

He says the processes put in place 
to ensure that “everybody got 
something” was received well by his 
retailer network, notwithstanding the 
drop in service levels.

“I can honestly say through that period, I 
think everybody really understood what 
was happening and were more than 
thankful for the levels that we gave them.” 

He does concede that there might be 
the odd example here and there, where 
a store probably didn’t get as much 
as they would have expected, but with 
the warehouse now catching up “we’re 
able to give them the extra loads”.

To ensure that the SPAR network 
received their allocation, a staff 
member went through every single 
order “manually to make sure that 
retailers did get a portion of the supply 
that they were asking for”. 

“Our retailers have been fantastic and 
acknowledge the work that’s been 
done through the warehouse and the 
distribution centre to be able to keep 
them supplied.” 

“It has been exceptionally pleasing.”

He says his whole staff has rallied, 
especially in the warehouse: “For the 
first two, three weeks, they worked 
tirelessly. And even now, they’re still 
digging deep to keep the whole thing 
going.” 

“Everybody understood the gravity of 
the situation, that we’re living through 
unprecedented times and basically 

went over and beyond in terms of what 
they needed to do. 

Lou says that when he looks back on 
this period, the ability of his team to 
coordinate very quickly and put plans 
in place to keep operations consistent 
over a long period is something that he 
“won’t forget in a hurry.”

      Photo: Lou says Lucy Balchin (below) SPAR 

Franchise Manager, has been instrumental 

in monitoring orders to ensure all our 

customers are allotted stock of the lines that 

have been hard to source from suppliers due 

to the pandemic.

SPAR boss: “Not one 
member received a 
load a day late”

L-R: Lou Jardin  and Storeman - Picker, Brian Costillo. Leading Hand, Matthew Walker ready to receive a package from Lou

SPAR Australia vital statistics:

• • Lou Jardin, Managing Director

• •  One of only two major warehouse 
suppliers to independent 
supermarket operators in Australia

• •   Supplies about 300 supermarkets 
including the SPAR and 5 STAR 
banner groups

• •   Operates out of Brisbane and 
services Queensland, New South 
Wales, Australian Capital Territory 
and the Northern Territory
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In a pattern mirrored around the 
country, customers have stayed 
away from large shopping centres 
because of the fear of crowds in 
enclosed spaces, the closure of 
specialty shops and the move to 
online shopping.

“Target, Boost Juice, the chemist 
and one of the shoe shops stayed 
open but on very restricted hours. All 
specialty shops were closed,” Julie-
Ann says.

While her store was still operational 
during the height of the trading 
restrictions, she says the closure of 
businesses in her centre reduced foot 
traffic which made “it very difficult for 
the spur of the moment purchase” 
and win sales.

Customers seek alternatives

Located four and a half hours 
drive north of Sydney, Julie-Ann’s 
competition - three drive-through 
bottle shops that also service the 
town of 45,000 residents – took the 
opportunity to take business from the 
shopping centre-based retailer.

“They were really pushing the point 
that customers could stay in their car 
and maintain social distancing, put 
your liquor in your boot, tap and go, 
no contact or anything like that. And 
there’s one of them across from this 
centre.”

An aging population restricted 
to home for the duration of the 
restriction and a drop in the usual 
after-school and pre-dinner rush 
due to school closures and people 
working from home saw a good 
portion of Julie-Ann’s sales wither on 
the vine.

The domino effect

Following on from a summer 
tourist season severely impacted 
by a catastrophic bushfire season, 
Julie-Ann says the town was “hit the 
hardest” during the Easter school 
holidays: “There were no tourists. 
That’s a big thing because we do rely 
heavily on tourists trade here”.

A slump in traditionally good Mother’s 
Day sales was compounded by the 
cancellation of the Port Macquarie 
Iron Man competition which brings 
thousands of visitors to the town 
and is usually a “really good push for 
sales”. 

“And then straight after Easter 
holidays, you get your grey nomads 
getting around in their motor homes. 
Well, they’re not travelling either. It’s 
really been a bit of a domino effect for 
everyone.”

With restrictions easing, the Port 
Centre has incrementally been 
opening up more and more stores. 
Julie-Ann says things are getting 
back to normal, “well, a new normal 
anyway”.

Speaking to the Independent 
Retailer in late April, Jeremy 
Goodale, General Manager 
Vic/Tas for Australian Liquor 
Marketers, says he’s proud of how 
independent retailers have shifted 
gears and how his organisation has 
been able to support them in the 
process

New paradigm, fast-
tracked solutions
Restrictions on movement and the 
fear of infection have resulted in many 
customers preferring a physically 
distanced shopping experience.

To meet the growing customer 
demand for online shopping, ALM 
fast-tracked an eight-month project 
into three weeks and launched an 
independent retailer online ordering 

portal called ShopMyLocal.com.au.

Launched in mid-April, Jeremy says in 
excess of 235 independent retailers 
have a presence on the site: “And 
many more applications are coming 
in every day.”

“It is quite a phenomenal effort, a 
brilliant part of the story and a great 
initiative that ALM and Metcash 
invested behind very, very quickly, 
saw it as a priority, aligned the 
resource and have got it up and going. 
And it’s a really good site. Looks good. 
Feels good. Works well. It’ll be great.” 

“Every independent store can have 
their own site to promote their click 
and collect or delivery service to their 
customers.” 

The human touch isn’t lost
Customers go to the site, put in their 
postcode, and they will be taken to 

their nearest store 
to shop via a safe 
payment gateway.

He says that the 
human touch that 
independent retailers 
are famous for is part of the online 
offering.

“Your order will be delivered to you 
by the store. That’s the other real 
local piece: it’s not Uber or Deliveroo, 
the actual store will deliver it to your 
home or your apartment.” 

Jeremy says it will be interesting  to 
see how consumers adapt to so many 
options to purchase products, food 
and alcohol, among other things. 

“ALM launching shopmylocal.com.
au is a brilliant initiative that is going 
to support independent and licensed 
outlets for many years to come.”

ALM fast-tracks independents 
online ordering portal to meet 
new customer needs
“Liquor retailers vibrant and unique”

The shopping centre
paradox 
Once a retail powerhouse, avoided
by shoppers during lockdown

A national liquor wholesaler marvels at the way independent liquor retailers have quickly 
and nimbly met the changing needs of their customers during lockdown and shown how 
vibrant and unique they are within the industry.

With 90 per cent of its retail outlets shuttered 
during lockdown, Port Central Shopping Centre in 
Port Macquarie became a ghost town says resident 
retailer Julie-Ann Radley, store manager Ritchies 
SUPA IGA Plus Liquor.

NEW SOUTH WALES - PORT MACQUARIE

photo courtesy ©realcommercial.com.au

Below: Jeremy Goodale 
Gen.Mgr. ALM Vic/Tas



NATIONAL NATIONAL

60 61LIQUOR NEWS: COVID-19 LIQUOR NEWS: COVID-19

mga.asn.au  |  COVID-19 Special Issue |  Edition 4

Small business under 
pressure 

During the first week of restriction, 
he says “people were ringing me up 
and literally crying on the phone. 
They were frightened they were going 
to lose their businesses and their 
houses. There was a lot of concern for 
people’s mental health at that point.”.

After two weeks the restrictions 
were reviewed and kept in place for 
another four weeks however intense 
government lobbying by Peter and 

ministerial support resulted in the 
restrictions being overturned in under 
a week and removed three weeks 
ahead of schedule.

“If the police commissioner had just 
engaged with industry, we could have 
walked through it, and we could have 
imposed restriction which would’ve 
been the same as what he was asking 
for, possibly tighter, just to make sure 
the community wouldn’t panic buy.”

“It was a fuss about nothing,” Peter 
says.

Facing down the stampede:
WA liquor restriction “blindside” 
that may alter industry forever

Pre-packaged liquor declared 
essential service, prevents 
prohibition-style bootlegging 
MGA National Liquor leads the charge for independent 
liquor retailers

When the WA Commissioner of Police ushered in state-wide alcohol restrictions in late 
March without industry consultation or warning, his decision triggered a panic buying 
frenzy the sector may never recover from, says industry insider.

MGA National Liquor President 
George Kovits says early intervention 
on behalf of members to ensure 
pre-packaged liquor was declared an 
essential service, prevented illegal 
activity like bootlegging and saved 
countless businesses from ruin.

“We lobbied government very strongly 
to make sure that bottle shops were 
seen as an essential service. To 
prevent freestanding bottle shops and 
licensed independent grocery liquor 
throughout Australia from trading 
through lockdown would have led to 
bootlegging and forced people into 
illegal activity.”

He says MGA Liquor’s successful 
lobbying activity through out Australia 
“was also supported by the fact 
that the on-premise area had been 
completely shut down.”

With hotels, clubs, bars and 
restaurants closed during lockdown 

nationally and people restricted to 
their homes, George says government 
quickly realised the closure of pre-
packaged liquor outlets would have 
been tantamount to prohibition: “It 
was just not going to work”. 

Another crucial issue quickly dealt 
with by MGA Liquor was its concern 
that government would allow bottle 
shops attached to grocery stores 
to trade during lockdown but close 
small independent stores because 
their small shop areas wouldn’t allow 
effective social distancing.

“We advised government that 
approach was unworkable. You do not 
say to the large national chain stores, 
‘you can stay open, but small footprint 
IGA, FoodWorks and freestanding 
liquor stores have to shut down’. 
Fortunately, common sense prevailed, 
and all packaged liquor stores were 
included.” 

Not all pre-packaged liquor outlets 
fair equally during pandemic trade

George says some packaged liquor 
outlets experienced an increase of 40 
to 50 per cent compared to the same 
period last year.

“Bottle shops have benefited during the 
lockdown, but although their sales are 
up, total consumption of alcohol is down 
due to the closure of the pubs, clubs and 
restaurants,” George says.

But not all members have done well out 
of the crisis.

“If you look at the resort areas that rely 
on the influx of tourism to keep their 
momentum and their businesses going, 
they are all hurting.” 

Traders in areas that were impacted by 
the summer bushfires have had their 
woes compounded by the lack of local 
holidaymakers during the Easter break, 
George says.

Central business district liquor retailers 
reliant on worker influx during the week 
to drive their businesses have also seen 
their sales nosedive.

“So not everyone’s won out of this. There 
are a lot of people hurting and looking 
for government support to help them 
get through this crisis. It’s a very small 
minority of our members, but they’re all 
important to us – their health and their 
business health is very important to us.”

MGA Liquor has successfully lobbied 
the New South Wales and Victoria 
governments to consider applications 
by independent liquor retailers to access 
assistance packages where they can 
demonstrate that business was severely 
impacted by loss of sales despite their 
essential services status.

And the fight continues on behalf of 
members says George: “We are working 
hard to keep members informed of 
their safety obligations to their staff and 
to their customers with correct social 
distancing and hygiene practices and 
keeping them up-to-date on state and 
federal government support funding that 
is available.”

WESTERN AUSTRALIA

According to Peter Peck, Chief 
Executive Officer of the Liquor Stores 
Association of Western Australia, his 
250 members “went to bed one night 
and everything was normal and woke 
up the next day, and the world had 
changed dramatically”. 

Late on Sunday night, 22 March Peter 
received a heads-up that restrictions 
would be coming into effect the 
following morning at 10am.

“The problem I had was people were 
blindsided because they had no idea 
what was coming.” 

With stores set to open at 8 am, Peter 
feared that customers, tipped off by 
the media, would take advantage of 
the head start and stampede stores 
ahead of 10 am restrictions kicking in.

“The Commissioner, in his wisdom 
thought we opened at 10 am, which 
left the two-hour window, which could 
have been a complete disaster. My 
biggest fear was the potential for 
the situation to become physically 
confronting”. 

With the health and 
safety of independent liquor 
retailers top of mind, Peter called 
several people within government 
and made it “perfectly clear that, 
because they had from the police 
perspective decided to go down 
this approach, unless response 
times to any liquor store’s call to 
police were very, very fast that 
I’d be making sure that anyone’s 
blood would be on their hands”.

Above: Peter Peck addresses the media.

On the phones at bright and early 
at 6.30 am the next morning, Peter 
called the banner groups to inform 
their members that restrictions were 
“coming and there was the potential 
that they might get swamped”. 

Advice to immediately increase 
usually light-on staff numbers on a 
Monday morning and to delay store 
openings until 10 am if necessary, 
headed off any issues at the pass, 
Peter says.

Why restrictions?

“That’s the $64000 question, and 
we’re still waiting for an answer”.

He says the restrictions triggered 
panic buying that didn’t exist before 
the measures were so urgently 
put in place, and in the process 
made the state the target of online 
opportunists.

“What it did then was open up the 
whole state for eastern state online 
retailers to absolutely blitz WA with 
advertising and a massive amount of 
alcohol started to come from online 
sources.

“The whole idea of the liquor 
restrictions was completely pointless 
because people just moved online” 
and purchased from the eastern 
states and the “advertising from 
the online guys was – there’s no 
restrictions, buy as much as you 
want.”

Peter says he doesn’t know if 
customers will return to their local 
liquor retailer after this episode, and 
only time will tell.
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permanent employment however 
they have chosen to remain casual to 
receive the casual loading.

Metro T&H Building Supplies: 
Melbourne VIC.
Pretty much business as usual at the 
moment, though a lot of our regulars 
have had jobs that have not started 
put on hold so the next 3-6 months 
could be a real concern. 

Timber & Hardware Store: 
Bendigo VIC.
Also bracing for a downturn, although 
I have noticed builders are more 
buoyant regarding the future. We will 
see what happens. Haven’t been able 
to predict for the last 30 years!

The Industry welcomed the Federal 
Government’s announcement at 
the end of May of the $688 million 
Homebuilder Program.

 The Homebuilder program which 
provides up to $25,000 in grants for 
new homes and major renovation 
comes after calls for a housing and 
construction stimulus package (refer 
Six Step Stimulus Plan – May IR 
issue).  

 This stimulus strategically builds 
on existing State measures already 
in place to incentivise new home 
construction.   Sawn timber demand1 

could drop by up to 50 per cent 
by year-end, putting many of the 
45,000 jobs in the softwood timber 
supply chain at risk, as well as having 
a devastating impact on regional 
communities.   An area of concern 
to the housing market and TMA 
members.

 The Chief Executive Officer of AFPA 
Ross Hampton said, “Our industries 
have been saying whilst the federal 
and state governments have done an 
outstanding job in saving lives, equal 
attention must now turn to saving 
livelihoods. The Federal Government, 
led by Minister for Housing The Hon 
Michael Sukkar and Treasurer Josh 
Frydenberg, has shown with this 
package it has listened and acted.”

 New home buyers can not only 
access this $25,000 federal grant but 
can complement that with the range 
of state-based incentives, providing 
in some places up to $50,000 in 
total Government support. This is a 
wonderful opportunity for Australians 
to make the leap into a new dwelling 
– be it first home or not. The key 
to making this package work for 
our whole community is for those 
thousands of purchasers to prioritise 
the use of local products – from 
aussie timber framing, to aussie 
windows, bricks and furnishings.

Federal + State support for 
new dwellings (conditions 
and incentives will differ by 
jurisdiction)   

NSW       $45,000

Victoria     $45,000 

Queensland    $50,000 

Tasmania     $45,000 

South Australia    $50,000 

Western Australia  $45,000 

ACT      $30,000 

Northern Territory   $45,000

Source: 1 | Australian Forest Products Association

Feedback from around the industry as we journey across the bridge and in time, try and 
understand what the other side looks like

Source : Dr Alastair Woodard, Manager - National Residential Construction & Fit-out, FWPA and TMA Technical Advisory 
has provided an update on recent conversations across the builder network which are summarised as follows:

Timber industry and the 
bridge to recovery

Government building stimulus gives 
renewed confidence

Residential 
Building Sector
 – Corona Virus Impact Update 
Week 30th March - 3rd April 2020

In general, the feedback from VIC, 
QLD and NSW, is that residential 
sector work has actually increased 
over the last couple of months, in 
fact, March has been one of the 
best months for many of the major 
builders, merchants and importer/
wholesalers. 

At the end of March, as the Federal 
and State Govts were all discussing 
different stages of social distancing 
and industry restrictions, things were 
somewhat unsettled, but once it was 
clearer that the building sector would 
(at that time) be seen as an ‘essential 
service’, general concerns eased.

• All big builders are regularly 
checking on supply. Timber seems 
OK at present but other things 
such as high-end appliances out of 
Europe or steel from Asia more of 
an unknown

•  Merchants and importers/
wholesalers are all reporting very 

good sales over March – though 
they are unsure what the next few 
months might hold.

• Many builders working weekends 
as well, suppliers are advising that 
they have started doing Sunday 
deliveries which they haven’t done 
in the past.

• Increases were reported in outdoor 
DIY type product sales – decking, 
facias, treated pine, etc. Looks like 
people stuck at home trying to do 
some of those jobs they hadn’t had 
time for before. 

•  Feedback is that there seems 
still to be plenty of timber supply 
available – both Australian 
produced timber (some working 
more shifts due to bushfire 
salvage) and stocks of imported 
timber (confirmed by a number of 
companies). It was reported that 
they are not seeing current supply 
issues out of Europe or North 
America, only NZ with its current 
shutdown.

• Other China import concerns to 
hardware stores are more around 
supply of: glass, screws, bolts, door 
hardware, windows. 

In conclusion, the key at the time 
of writing is - No Shutdown to the 
Building Sector (or supply sector) and 
keeping the overall confidence up.

Members Comments:

A.G. Brown Sawmill Pty Ltd – 
Drouin VIC:
We had a rough month in April but 
thankfully things have picked up for 
us in May.

I think everyone was very uncertain 
of the COVID situation in April, we 
also had a large customer of ours 
close their doors which is unrelated 
to COVID.

Now we are feeling positive and 
looking forward to finishing off the 
financial year well. 

We are quite concerned at the 
moment about the issues around 
casual employees and I’m sure we 
can’t be the only business in this 
situation.

We have a number of long term 
casual employees who work full-time 
hours, they have all been offered 
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organisational procedures sets 
standards that you require in your 
business. By providing clarity 
about how you wish to operate the 
business will avoid confusion and 
lack of accountability

• Well trained managers will be 
able to focus on continuous 
improvement for future growth 
rather than focusing on ‘fixing’ past 
and current issues.

• Training improves customer 
service, and therefore, the 
business profitability grows

• Customers appreciate well-trained 
employees because they receive 
better service and they will return 
to a place that provides a high 
standard of service

Recognising performance gaps

• Employees may come with an 
array of skills and knowledge but 
are not always the perfect match. 
Employers need to be aware of 
employee performance gaps, and 
they should address and train their 
employees to remedy any area of 
need by applying a Training Needs 
Analysis (TNA)

• If an employee requires further 
training, it is wise to assist the 
employee as promptly as possible 
to improve and avoid reliance on 
others to complete tasks. In return, 
this aids the productivity of your 
team

Reduce accidents, wastage and 
customer complaints

• Workplace accidents are costly 
for any employer. Therefore, 
a major benefit of training in 
safe workplace practices is 
the avoidance of accidents. 
Reinforcement of safety 
requirements will also be beneficial 
to a business. Employees that are 
trained in standardised processes 
ensures minimisation of wastage

• Safe working techniques result 
in less damage to the business 

assets, to employees and 
customers

Avoidance of litigation

•  Organisations are bound by laws, 
regulations and codes of practice. 
There is a need to protect your 
employees, your business and the 
public from any possible dangers 
in the workplace. Only by providing 
safety knowledge in the workplace 
will they be protected along with 
your business

• As an employer, you have a legal 
obligation to ensure that your 
employees know exactly what 
rules they must follow to protect 
themselves and to protect your 
business. Providing employees 
with the right information and 
right techniques within the day to 
day operations of the business will 
reduce the risk of receiving fines 
or even worse, being forcibly shut 
down

Reduce employee turnover/
absenteeism

• When employees receive induction 
and continuous training, they feel 
valued. Employees feel secure 
with their work processes, and 
they have confidence in you, 
the employer. They have trust in 
their workplace which reduces 
absenteeism and employee 
turnover

• Training offers employees 
opportunities for themselves, 
allowing movement within the 
team and support for management

•       Training can ensure your 
employees and business can adapt 
to challenges, changes and growth, 
especially with the constant 
emergence of new technology. 
This allows employees not to 
fear change but to be part of the 
change

• Training should be available to all 
your employees, not just a select 
few, and it does not have to be 
formal and expensive but planned 

to suit the operational needs of the 
business

• As an organisation, your 
experienced employees are your 
investment, and the training that 
you provide will help them, to help 
you to achieve success in your 
business

Training should be a return on 
investment, not a burden. Remember, 
your employees are an asset to the 
business and should be valued as 
such.

Contact MGA Industry Training 
today on freecall 1800 888 479 
option 2 to discover the solution 
best suited to your business.

If the COVID-19 pandemic has taught the industry anything, 
it’s that independent retailers would never have weathered the 
storm – and it’s not over yet – without the dedication, maturity 
and bravery of frontline staff.

Why training?
And why now?

“None of your employees signed 
up for the role of essential workers, 
but the vast majority continued 
to come to work and give their 
best, even when they were scared, 
the news was bleak, basic grocery 
items were scarce, and customers 
panicked,” says Claire Wilson, MGA 
Industry Trainer and Assessor.

Now is the time to invest in 
your people with training and 
development, Claire says, to ensure 
that the momentum generated by the 
pandemic is leveraged into deeper 
staff engagement and productivity.

“Happy staff make for happy 
customers, and happy 
customers make for repeat 
business which improves 
your bottom line.” 

It’s a simple fact that supermarket 
staff come and go. But if you give 
them the skills and the knowledge 
and let them build from there, 
you’re well on the way to setting 
the foundations of your team to 
understand the product, your 
processes and procedures.

“Once you get them on board, they 
will become an asset because they 
will see things that may need to 
be changed or they will give you 
solutions because they are on the 
floor, not you,” says Claire.

“And in fact, the more time we 
spend investing in a person, the 
more that they will stay on and give 
you more. It’s simple performance 
management.” 

The benefits of training

There are many reasons why planned 
induction and continuous training of 
your employees is beneficial to your 
organisation. Your business, whether 
it is large or small, can benefit in many 
ways by investing in your people. Your 
staff are your biggest asset.

Unfortunately, the attitude towards 
training across all industries tends to 
be negative with attitudes such as:

 » It’s a waste of time

 » Waste of money and 
unproductive

 » Once I train my employees, 
they leave after a short time

Having a simple, cost-effective 
training system in place – irrespective 
of the size of your business – will reap 
great benefits that will outweigh any 
negatives in the long term. Here are 
just some of the ways in which your 
business will prosper by investing in 
training your employees. 

Increased productivity to your 
business 
• Training your employees in each 

area of your business will result in 
streamlined rostering 

• Trained employees can cover 
vacated shifts thereby reducing 
the need to recruit other 

• Calling on your current staff 
and offering them more hours 
of work increases loyalty to the 
organisation 

•  Training ensures the efficiency of 
the day to day operations of the 
organisation 

• If your employees are well trained, 
they are able to work in a team, or 
independently, without the need 
for constant supervision from 
management

• Improvement in the quality and 
consistency of work

• Training your employees in your 
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 The Premier’s Sustainability Awards, now in its 18th year, recognise and celebrate 
Victorians who are leading the way to a sustainable future.

Pauls IGA & Heathmont IGA nominated
in the Premier’s Sustainablity Awards

Arthur Corcoris, the owner of Paul’s 
IGA and Heathmont IGA, underwent 
a whole of sustainability assessment 
to become the first Sustainable 
Supermarket by implementing a 
range of sustainability-focused 
incentives aimed at reducing 
waste, improving energy usage, and 
updating operational procedures to 
improve overall sustainability. 

The circular economy was given close 
attention when conducting the waste 
review. The focus was paid to the 
waste avoidance hierarchy—namely, 
the avoidance, reuse, recycling, 
recovery and finally, disposal. By 
following the hierarchy, Arthur’s 
stores aimed to transform waste from 
an existing line of cost to a valuable 
input for resource recovery. 

In assessing what would be 
required to become a Sustainable 
Supermarket, key waste and energy 
factors were assessed for their 
potential benefits to the store and 
wider community. 

Waste:
• Paul’s Pantry Label: Packaging

• Source Separation:  
Separation of waste streams in the 
store.

Energy:
• Energy Saving: 

Various equipment was upgraded 
to reduce the amount of energy 
consumed at the site.

• Energy Efficiency:  
Upgrading existing open fridges 
with doors to reduce the thermal 
leakage. 

• Renewable: 
Solar was installed on both sites.                  

The initiatives focused on waste and 
energy sustainability have allowed 
Arthur’s stores to reduce the negative 
impact of their operations.  

Arthur was in partnership with 
Australian Circular Economy 
Solutions (Sustainable 
Supermarkets) – a Social Enterprise 
jointly owned and operated by 

the Master Grocers 
Association (MGA), 
the association for 
independent retailers, 
and easyNRG, a provider 
of energy efficiency 
solutions – to develop 
their Sustainable 
Supermarkets program. 
The partnership focused 
on identifying multiple 
areas of waste and 
energy sustainability 
affecting supermarket 
sites, assessing each 
component and the 
procedures associated 
with identifying and 
refining best practices.

In addressing reuse and donation, 
Arthur engaged the community by 
reaching out to local stakeholders to 
arrange for food almost out of code 
to be rescued and provided to those 
in need. In partnership with a local 
church organisation, organisers can 
receive food from Arthur’s sites which 
is redirected to food programs offered 
by the group. Arthur uses his waste 
champions to regularly check and 
pull food that is soon to expire and 
organise collection with the church 
group. 

Since redesigning his operations and 
offering rescued food to the group, 
Arthur has been able to rescue 
almost $8000 worth of food. 

Arthur is continuing to improve 
his stores and embrace the idea 
of a Sustainable Supermarket 
within the circular economy. These 
plans extended into 2020 with the 
installation of rapid dehydration units 
in each store capable of diverting 
more than 7.5tn of food waste every 
year, reducing its volume by some 
85% and creating a nutrient-rich 
fertiliser material that is picked up 
and redirected to farms where it 
is used to enrich soil quality and 
enhance Australian produce. The 
dehydrators have also had an 
added bonus by diverting the food 
component of general waste, leading 
to a reduction in landfill costs by 30-
40%.

- VICTORIA

Enrich 360 Waste Dehydrator Solar Panels

Thank you to our members Australia wide 
for sharing your amazing stories of resilience and 

dedication to the communities you serve for this 
historic issue of  the Independent Retailer.

SA:    Raj Chauhan - Foodland Mt Gambier 

Rick Ellis The Chapley Group - IGA 

John-Paul Drake - Drakes 

Supermarkets

NSW:   Robert Powell, Shane Wilson & 

Anthony Letta - Milton IGA 

Carmel Goldsmith - Jamberoo IGA 

Julie-Ann Radley - Port Macquarie 

Ritchies SUPA IGA

WA:  Jocelyn & Trevor Clarke - IGA 

Ningaloo, Dustin and Kira Clarke - 

IGA Exmouth 

Ross Anile - IGA Roleystone

TAS:  Sydney & Maureen Cuttner - Burnie 

- IGA Everyday 

QLD:  Raelene Hopper - the Hopper Group 

Debbie Smith - Toowoomba  - 

Foodworks  

Lou Jardin - Spar Australia  - 

Brisbane

NT:  Sally McMartin - Lhere Artepe 

Enterprises - Alice Springs - IGA 

VIC:  Tina Reddrop - Reddrop Group - IGA 

- Go to Grocer - Foodworks  

Justin Burke and Jeff Harper - IGA 

Ashburton 

Hitesh Palta - Altona - IGA 

Tony Ingpen - Mount Evelyn - IGA 
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Equipment Breakdown is one of the biggest risks to any supermarket. The COVID-19 
pandemic has brought increased demand, spiking stock levels of refrigerated goods within 
your store. 

Equipment Breakdown

In supermarkets, a major portion 
of turnover and profit arrives from 
refrigerated foods. If your main 
refrigeration system or cold storage 
freezer had a sudden breakdown, this 
would have a massive impact not only 
your customers but the profitability of 
your business. 

Adroit Insurance & Risk is MGA’s 
recommend insurance adviser for 
members.  We understand the risks 
you face and would take a two-pronged 
approach to mitigate the risk of 
equipment breakdown. 

First, we would recommend a review 
of your maintenance / preventative 
maintenance agreement to ensure it 

is adequate, and implementation of a 
24/7 temperature monitoring alarm 
system. If you do not have these in 
place, we would strongly recommend 
you implement both. The Benefits of 
having an equipment maintenance 
agreement include:

• Increased operating efficiency and 
reduced operating costs

• Prolonged life expectancy of the 
equipment

• Can help prevent breakdowns by 
alerting you to potential problems 
early

• Immediate access to parts and 
fittings

• Reduced likelihood of downtime

• Receive priority service

• Access to 24/7 emergency 
breakdown service

• Reduced insurance costs

Next, we would review the insurance 
policies you have in place for breakdown 
of equipment and loss of refrigerated 
goods to ensure you had adequate 
cover. Our insurance solution offers 
Equipment Breakdown, Deterioration of 
Stock and Business Interruption, with 
exclusive member rates. 

If you would like to discuss this further 
or any aspect of your insurance 
program, please contact our specialist 
supermarket risk advisers at Adroit 
Insurance & Risk on 1300 6923 7648. 

17-Nov-19 Earliest case of 

virus, in Wuhan, China, not 

then known as COVID-19

1-Dec-19 Chinese study says 

first person diagnosed with 

the new coronavirus started to 

have symptoms

21-Dec-19 First cluster of 

people with “pneumonia of 

an unknown cause” identified 

in Wuhan, China | Social 

media chatter of outbreak 

of “pneumonia with an 

unknown cause” started 

by Dr Li Wenliang, a Wuhan 

ophthalmologist

31-Dec-19 China informs 

World Health Organisation 

(WHO) of incidence of 

“pneumonia with an unknown 

cause” cluster linked to a fish 

market in Wuhan Hong Kong 

Centre for Health Protection 

begins monitoring cases in 

Wuhan

3-Jan-20 China reports 44 

cases to WHO | Hong Kong 

Centre for Health Protection 

begins monitoring cases in 

Wuhan

8-Jan-20 Scientists in China 

announce the discovery of a 

new coronavirus

9-Jan-20 European Centre 

for Disease Prevention and 

Control (ECDC) published 

its first risk assessment on 

the Wuhan novel coronavirus 

stating that as there is no 

indication of human-to-human 

transmission and no cases 

outside of China, the risk of 

it reaching the EU is low but 

cannot be excluded

11-Jan-20 First known new 

coronavirus fatality of a 

61-year-old Wuhan man 

reported, but he actually died 

on 9 January

13-Jan-20 First case identified 

outside of China, in Thailand

16-Jan-20 Japan informs 

WHO of a confirmed new 

coronavirus case in Japan, in 

a person who had travelled to 

Wuhan

20-Jan-20 China announces 

that the new coronavirus is 

transmissible from human to 

human

21-Jan-20 First warning in 

Australia with a Brisbane man 

returning from Wuhan tested 

and quarantined (cleared two 

days later) | First confirmed 

new coronavirus case in USA 

in Washington State

23-Jan-20 Wuhan is locked 

down | Sydney airport starts 

screening passengers arriving 

from Wuhan

24-Jan-20 University of 

Queensland starts working on 

finding a vaccine | China closes 

down tourist destinations, 

restaurants and cinemas

25-Jan-20 First recorded new 

coronavirus case in Australia 

- a Victorian man in his 50s, 

then three confirmed cases in 

NSW, also returned travellers 

from Wuhan | Australia says 

“do not travel” to China | 

Hong Kong declares a state of 

emergency and closes schools 

and major tourist destinations

27-Jan-20 Close to 3,000 

confirmed new coronavirus 

cases over 12 countries - 

China, Japan, South Korea, 

Vietnam, Singapore, Australia, 

Malaysia, Thailand, Nepal, 

USA, Canada and France | 

Australia has 6 cases with nil 

deaths

29-Jan-20 Melbourne’s Peter 

Doherty institute becomes the 

first to recreate the virus in 

laboratory conditions

30-Jan-20 First two confirmed 

cases in Italy, with a state of 

emergency declared the next 

day

31-Jan-20 WHO declares the 

virus outbreak a “public health 

emergency of international 

concern”

2-Feb-20 USA closes its 

borders to all foreign nationals 

| First death outside China, in 

the Philippines

3-Feb-20 Australians 

evacuated from Wuhan and 

quarantined on Christmas 

Island for 14 days

5-Feb-20 Two Australians 

contract the new coronavirus 

on the cruise ship Diamond 

Princess quarantined off Japan 

| Australia announces a 14-day 

ban for non-citizens arriving 

from China, ban extended 

further on 20 February

7-Feb-20 Dr Li Wenliang, 

the ophthalmologist who 

alerted his mates and was 

reprimanded by Chinese 

authorities, dies of the new 

coronavirus

11-Feb-20 Global cases exceed 

43,000 with death toll over 

1,000 people | Australia has 13 

cases with nil deaths

12-Feb-20 WHO officially 

names the new coronavirus 

as COVID-19: CO(rona)VI(rus)

D(isease)(of 20)19

19-Feb-20 US stock markets 

at their highest point (Dow 

Jones at 29,348 points; S&P at 

3,386 points; Nasdaq at 9,817 

points)

20-Feb-20 Australian stock 

market hits a record high at 

7,162 points

22-Feb-20 Italy records its 

first two deaths, with parts of 

Italy going into strict lockdown 

the next day

24-Feb-20 US stock market 

falls 3.4%, the worst single 

day in two years, and marks 

the start of US stock market 

decline

26-Feb-20 WHO reports 

number of cases outside 

China exceeds number of new 

cases in China with China case 

numbers declining

29-Feb-20 USA’s first 

COVID-19 fatality in 

Washington State

1-Mar-20 Australia’s first 

COVID-19 fatality, a Perth man 

who had been on the Diamond 

Princess cruise ship

3-Mar-20 RBA slashes cash 

rate to record low of 0.5% | 

Australian supermarket panic 

buying begins in earnest 

around this time

7-Mar-20 Global cases of 

COVID-19 surpass 100,000 

with close to 3,500 deaths | 

Australia has 73 cases with 2 

deaths

10-Mar-20 Italy goes into 

national lockdown, shortly 

followed by other European 

countries

11-Mar-20 WHO declares 

COVID-19 a global pandemic

12-Mar-20 Stock markets 

worldwide suffer greatest 

single day fall since stock 

market crash in 1987 | 

Australian Government 

announces first round of 

business financial assistance 

VALE   -   Andy Ruggiero - 
Foodland Prospect SA 
MGA along with SAIR respectfully and 
with deep regret and sadness advises 
the passing of Andy Ruggiero. 

Andy passed away peacefully on  

Saturday, 25th April 2020.

A beautiful family man and recognised 

as one of South Australia’s great local 

independent supermarket owners, had 

been involved with the ‘local SA family of 

independent retailers’ since 1976.

Andy will be sadly missed by his family, 

friends and colleagues.  

A huge thank you to Andy for his 

commitment, dedication and true 

devotion to the ‘local South Australian 

family of independent retailers’.

“Andy Ruggiero – rest in peace”       

VALE   -   Derek Cornett - 
Cornetts Supermarkets QLD 
Derek Cornett, founder of Cornetts 

Supermarkets, Queensland, died, 

peacefully at home Iin May. Derek was 

a founding forefather of independent 

retailing in Australia and I was honoured 

to know him as an industry colleague, a 

fellow retailer, and a friend. I served on the 

IGA State Queensland Board with Derek 

just prior to his ‘retirement‘ approximately 

8 years ago and was honoured to have 

the opportunity to work alongside him 

representing our industry. Derek was 

inducted into the prestigious IGA Hall 

of Fame in 2010, one of the highest 

accolades the IGA independent sector 

bestows. Family, friends and 1500 retailers 

from around Australia shared this very 

special event and I was touched to see 

Derek receive this wonderful achievement, 

with tears in his eyes. It is important to 

acknowledge the incredibly important 

work and influence, retailers such as Derek 

have on the independent supermarket 

sector. Retailing was his life’s work, rising 

from the ownership of one store with his 

lovely wife Joan to a portfolio in the vicinity 

of 55 stores throughout Queensland. Vale 

DerekCornett.  

- tribute, Jos de Bruin

VALE

COVID-19 
Timeline
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YOUR LOCALLY OWNED 
BOTTLE SHOP IS

11-Mar-20 WHO declares 

COVID-19 a global pandemic

12-Mar-20 Stock markets 

worldwide suffer greatest 

single day fall since stock 

market crash in 1987 | 

Australian Government 

announces first round of 

business financial assistance - 

$17.6 billion (increasing instant 

asset write off threshold; cash 

boost by way of reduction in 

amounts of PAYG withholding 

tax to pay to ATO; wage 

subsidies for apprentices and 

trainees; increased payments 

for welfare recipients)

13-Mar-20 US Government 

starts financial assistance 

and social restrictions follow 

| Australia forms a “National 

Cabinet” - Federal, State and 

Territory leaders - to enable 

a united approach to the 

COVID-19 crisis

15-Mar-20 Global cases of 

COVID-19 surpass 150,000 

with 5,700 deaths | Australia 

has 298 cases with 5 deaths | 

Australian Government bans 

gatherings of more than 500 

people

16-Mar-20 People arriving 

in Australia from overseas 

must self-isolate for 14 days 

and we are told to start 

implementing stricter social 

distancing rules | Australian 

stock market plunges 9.7% (at 

5,002 points), its largest one 

day fall since the 1987 stock 

market crash, losing $165 

billion in value, and 30% down 

on its peak of 20 February 

2020 (at 7,162 points) and 

at its lowest point so far | US 

benchmark interest rate cut 

to 0 to 0.25 %, effectively zero 

| Australian supermarkets 

impose purchasing limits on 

staple items

17-Mar-20 Australian 

Government bans all 

international travel

18-Mar-20 Australian 

Government bans indoor 

gatherings of more than 100 

people | International airline 

travel ceases and domestic 

airline travel plummets

19-Mar-20 Qantas, Jetstar and 

Virgin suspend all international 

flights and Qantas stands 

down 20,000 employees | RBA 

slashes cash rate to record low 

of 0.25%

20-Mar-20 Global cases of 

COVID-19 surpass 234,000 

with 9,800 deaths | Italy’s 

death toll passes China’s 

| Australia has 875 cases 

with 7 deaths | Australian 

government imposes strict 

social distancing of 4 sqm per 

person

21-Mar-20 Australia bans 

non-citizens and non-residents 

from entering Australia while 

incoming citizens/residents 

must self-quarantine for 14 

days | UK locks down and 

announces wage subsidies

22-Mar-20 Australian 

Government announces 

second round of business 

financial assistance - $66 

billion (increase in earlier 

announced cash boost 

and payments for welfare 

recipients; guaranteed loan 

scheme with 3 year term and 

interest free for first 6 months) 

| Australian Government 

announces greater leniency 

for insolvency and bankruptcy 

as well as temporary relief 

for directors trading whilst 

insolvent

23-Mar-20 Australia starts 

to lock down - bars, clubs, 

cinemas, places of worship, 

casinos and gyms are closed; 

schools start to close | Around 

this time marks the peak of the 

growth of new daily cases in 

Australia | US stock markets at 

their lowest point so far (Dow 

Jones at 18,592 points; S&P at 

2,237 points; Nasdaq at 6,861 

points) - down more than 30% 

since 19 February 2020

24-Mar-20 The 2020 Tokyo 

Olympics is postponed to 2021

25-Mar-20 Global cases of 

COVID-19 surpass 410,000 

with almost 19,000 deaths | 

Australia has 2,432 cases with 

9 deaths | Australia closes its 

borders

26-Mar-20 Australia 

locks down some more - 

restaurants, cafes, food courts, 

auction houses are closed; 

open house inspections 

banned; weddings restricted 

to 5 people in total; funerals to 

10 people

27-Mar-20 Many shops in 

Australia close their doors and 

stand down staff and so begins 

a sudden and swift mass 

growth of the unemployed 

numbers

29-Mar-20 Australian 

Government announces 

six month moratorium on 

rental evictions | Australian 

Government urges Australians 

to stay at home other than 

for food shopping, medical 

or care needs, exercise or 

work/education that cannot 

be done at home | Australian 

Government states that no 

more than two people may be 

together in public

30-Mar-20 Australian 

Government announces third 

round of business financial 

assistance - $130 billion 

(wage subsidies in the form 

of Jobkeeper payments 

backdated to 1 March)

31-Mar-20  More than one 

third of the world’s population 

is under some type of 

lockdown

1-Apr-20 Global cases of 

COVID-19 surpass 820,000 

with 40,500 deaths | Australia 

has 4,864 cases with 21 

deaths, but growth rate of new 

cases reducing significantly

2-Apr-20 Australian 

Government announces 

that childcare will be free for 

essential workers during the 

COVID-19 crisis | Australian 

supermarkets increase in store 

social distancing measures

5-Apr-20 Australian 

Government says do not go 

on easter holidays, just stay at 

home

7-Apr-20 Australian 

Government announces 

mandatory code for 

commercial tenancies

10-Apr-20 Global cases of 

COVID-19 surpass 1 million 

with close to 100,000 deaths | 

Australia has 6,203 cases with 

53 deaths

23-Apr-20 Global cases of 

COVID-19 around 2.5 million 

with around 176,000 deaths | 

Australia has 6,661 cases with 

75 deaths

29-Apr-20 Australian 

Government declares that 

relaxation of restrictions will 

be examined on 11 May 2020 

| USA expects to reduce 

restrictions and reopen the 

economy in May 2020

30-Apr-20 Global cases of 

COVID-19 around 3.1 million 

with almost 218,000 deaths | 

Australia has 6,762 cases with 

92 deaths as of 6am on 1 May 

2020

And all that in 5 months! As 
of 1 May 2020 Australian 
States and Territories are 
starting to plan easing 
of social distancing 
restrictions. 

Source: Australia: Timeline of 

key social & economic COVID-19 

events affecting Australian 

business, 07 May 2020 by 

Jacqueline Woods, BRI Ferrier
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▶ Photos from IGA Mt Evelyn Victoria


