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“The web-based task management system reduces the
need for e-mails, calls, faxes, and the traditional malil
bag to store management by placing store execution
tasks and communication within a closed-loop system
with superior visibility and accountability. A user-friendly
calendar and control panel interface give retail execs at
every level the support they need to ensure that stores
execute top management’s vision in daily operations and
for special promotions and product launches.”

- SVP and CIO, Hannaford Supermarkets
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Hannaford Supermarkets at a Glance

Number of Stores: 165
Number of Associates: 27,000+

HQ: Scarborough, Maine
Banners/Solutions Implemented:
Hannaford Supermarkets (Task
Manager, StoreWalk, KPI Activator)
Sweetbay Supermarket: (Task Manager)




Hannaford wanted to make sure tasks related to important
initiatives in the areas of merchandising, new product
introductions, product recalls, and food safety audits were
correctly assigned and completed in all of its stores. In the
second phase of the implementation, the company wanted
to improve its ability to quickly identify and respond to
sales and operations KPIs (Key Performance Indicators).

Like many other retailers, Hannaford relied on a variety
of methods including phone, fax, email, and traditional
mail to send tasks and other communications from
headquarters to its stores. Because anyone in corporate
could send an email to practically any employee at the
store level, stores were receiving thousands of emails a
week. The communication overload resulted in confusion
and made it hard for managers to determine which tasks
had the highest priority. Managers found that their time
was increasingly being spent reading, processing, and
replying to emails and determining on their own which
tasks had the highest priorities— time that could have been
spent on the sales floor, helping customers and store
associates. The company sought a system to coordinate
planning, streamline communications, and ensure the
consistent execution of its strategy while providing
visibility into task completion and compliance levels in all
of its stores.

Hannaford determined a closed-loop task management
system would enable planners in the corporate office to
ensure that all stores were consistently executing new
product launches, promotions, operational improvements,
and other key elements of its strategy. Hannaford also
felt that the ability of a closed-loop task management
system to provide one clear channel of communication
would eliminate the inefficiencies of fax, email, voice mail,
and traditional mail. The increased efficiency would allow
store managers and associates to spend more time with
customers, and that in turn would drive increased sales.

In 2006, Hannaford implemented Reflexis Task Manager™,
the closed-loop task management system from Reflexis,
to manage tasks and execute retail strategy in all of its
supermarkets and pharmacies (The system was later
implemented at Tampa, FL-based Sweetbay Supermarket
— also part of the Delhaize Group — and its more than

100 stores in 2008.). The Hannaford implementation was
completed in only 16 weeks, and that included integration
of the web-based Reflexis application with other retalil
applications in Hannaford’s portfolio. In addition to

using Reflexis Task Manager™ for merchandising
communications and new product rollouts, Hannaford
leveraged the Reflexis system for product recalls and food
safety audits.

The benefits of the Reflexis task management solution
extend across multiple levels of retail management, from
planners in the corporate office to store employees. Now

that it had a system to coordinate planning and optimize
workloads, Hannaford created a new communication team
to evaluate and control the amount of work the corporate
office was sending to its stores. Reflexis Task Manager™
enables planners to coordinate their plans and prioritize
tasks in alignment with company goals.

“The web-based task management system reduces the
need for e-mails, calls, faxes, and the traditional mail bag
to store management by placing store execution tasks
and communication within a closed-loop system with
superior visibility and accountability,” said Bill Homa,
Senior Vice President and CIO of Hannaford at the time of
the implementation. “A user-friendly calendar and control
panel interface give retail execs at every level the support
they need to ensure that stores execute top management’s
vision in daily operations and for special promotions and
product launches.”

Instead of having to read through hundreds of emails to
determine what they are supposed to do, store managers
receive a simple to-do list of tasks for their store or
department. Task priorities are pre-assigned by corporate,
eliminating doubt for store managers as to which tasks
should be done first. Additionally, the solution’s support
for role-based task assignment enables tasks to be
dynamically assigned to the right person. If an employee
happens to be unavailable due to sickness, vacation, or
other reason, the task is automatically re-assigned to the
next available employee in the store or department with
the appropriate skill level. Support for role-based task
assignment also leverages Hannaford’s employee cross-
training programs. If the primary employee is not able to
complete a task, the system can automatically re-assign




the task to another qualified employee, even one that
works in a different department but has been cross-trained
to work in the area that needs help.

Hannaford’s store managers responded positively to

the new system, according to Kerry Stevens, Director of
Operations at Hannaford. “After implementing Reflexis,
store managers receive only those messages and tasks
that are relevant to their particular store,” Stevens said.
“That leads to improved execution.” Stevens noted

that store managers appreciated the system’s ability to
streamline communications and task management. Instead
of getting a steady stream of uncoordinated emails, store
managers and associates now view their assignments

in a personalized inbox of actions. Each task includes

all the information necessary for completion, including
planograms for visual reference.

“Reflexis has enabled us to improve the execution of

our corporate strategy where it counts the most... at the
store,” said Kevin Carleton, Director of Retail Automation
at Hannaford. “It supports our culture,

allowing our associates to be available to customers

in the stores as much as possible, and it gives us the
visibility we need to see if resources need to be shifted.”

Task Management Drives Food Safety and Product
Recall Compliance

Supermarket operators that have implemented Reflexis
Task Manager™ solutions have realized similar benefits as

other Reflexis customers, such as increased effectiveness
in executing new product launches or promotions. But
supermarkets can realize even more value in certain areas,
due to the unique challenges of the grocery industry. Of
particular value to grocers is the ability of the Reflexis
solutions to help preserve their customers’ trust by
ensuring 100 percent compliance with product recalls,
including food items that pose a health hazard and must
be pulled quickly from store shelves.

With Reflexis Task Manager™, Hannaford can quickly
launch a product recall to all of its stores and monitor
completion status in real-time. Instead of having to email
or phone each store to ensure compliance, headquarters
can manage by exception. If a task is not completed

by a given deadline, the system sends an alert. This
management by exception feature enables corporate to
focus its attention where it is most needed — in the case of
a recall, on the stores that have not yet pulled the product
in question from their shelves.

Another area in which Hannaford is leveraging Reflexis is
to boost the efficiency and effectiveness of Food Safety
Audits. If a problem is identified during a store inspection
or audit, a manager can use Reflexis StoreWalk™ to
automatically assign corrective tasks. Because the task
management application allows the embedding of best
practices, the company can institutionalize its knowledge
about how to respond to certain situations and ensure that
the right tasks are completed at the right time, by the right
person, and in the right order.

Hannaford Implements KPI Activator to Increase Sales
and Improve Profitability

With the Reflexis task management solution successfully
implemented, Hannaford began to work on the next phase,
leveraging Reflexis KPI Activator™ to quickly identify
problems or opportunities and respond pro-actively.
Reflexis KPI Activator™, which was implemented in 2007,
evaluates Key Performance Indicators related to sales and
operations and issues an alert when a metric falls out of
defined tolerance levels. An internal study at Hannaford
determined the home office had been sending more than
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