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For over 20 years 
VSS have been 
dedicated to 
helping grow 
New Zealand’s 
leading 
consumer brands.

We offer a tailored sales and service mix to 
suit your market and brand.
Key services:
· Sales Representatives · Merchandising services
· Space management · Stock integrity
· Market intelligence · Real time reporting
· Vendor refill management · Product knowledge/Training

We are passionate about growing your brand! 
Call us now to find out how we can deliver an efficient 
and cost effective sales and merchandising solution.

Contact: Janelle Blackmoore
Ph: 09 825 0589
Email:  janelle@vssnz.com
www.vssnz.com

AFTER SPEAKING TO the range of sales agents involved in this 
feature, I can safely say that all of them are very happy to be 
involved in the hardware channel with all parties reporting 
steady and in many cases growing business over the last year.

I start with Janelle Blackmore, National Sales & Marketing 
Manager for VSS, who feels that more and more companies are 
realising the benefi ts of partnering with specialised sales and 
merchandising providers and is confi dent that this will continue 
into the foreseeable future.

“We are forecasting growth in the outsourcing of sales and 
merchandising functions to companies like us who specialise in 
this area,” Blackmore says. 

“We see that there will be a signifi cant shift in suppliers who 
have typically managed their own sales and merchandising 
teams who are now outsourcing their sales function.”

She identifi es national coverage and the ability to provide 
live fi eld reporting via software for greater transparency as key 
attributes that any successful sale agent team needs to provide 
the channel.

SALES AND MERCHANDISING
Speaking to Crossmark’s ANZ CEO, David Murray, I asked 
him about the reported shifts within the industry away from the 
sales side of his business and towards merchandising. 

“In New Zealand, we restructured our business into distinct 
sales and merchandising arms to adapt to the changing retail 
landscape over there,” he explains. 

“We’re fi nding that a lot a lot of manufacturers are tending to 
outsource more of their merchandising so it’s an increasing part 
of our business. 

“Having said that, there is still a need for our staff  to liaise 
with the sales staff  of the manufacturing companies that we 
represent.”

A key concern that David Murray has in the New Zealand 

market is the Government’s announcement of a minimum wage 
increase.

“Th at’s going to impact companies like ourselves but also a lot 
of the retailers out there and we feel there is going to be a need 
for a lot more analysis of where people spend their money in 
retail environments. 

“So, instead of sending fi eld staff  to every store to do a 
standard half hour call, you’ve got to get more bang for your 
buck in there because it’s going to be a bit more expensive for 
everybody and these cost pressures aren’t going to go away.”

IT’S A STEP CHANGE
For his part, Grant Emmett, National Sales & Operations 
Manager at Creative Activation, feels the shift towards 

OUTSOURCING 
– no longer a step too far…
The “tyranny of distance”, outsourcing 
versus in-house and the rise and rise of 
external merchandising teams... Sales 
agents communicate how their roles are 
changing and what challenges the future 
could bring. Jess Brunette reports.
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merchandising is part of “a step change away from more of a 
marketing-driven idealism”.

“My thought is that there seems to be a lot more marketing 
dollars being freed up due to digital marketing being a lot 
cheaper than traditional methods. 

“That leaves more resources 
available in order for people to 
focus on what’s going on in store. 

“As well as that they’re trying to 
encourage foot traffic and impulse 
buys with customers due to the 
fact that everything seems to be 
coming down to product and 
price these days.”

Of course many New Zealand retailers are concerned that 
foot traffic might become a thing of the past anyway with the 
ongoing growth of online shopping. 

This fear has been given an extra boost in recent months with 
the establishment of Australian branch of Amazon. 

However most of the sales agents I spoke to for this feature 

feel that unlike say, consumer electronics, the hardware channel 
should prove resilient faced with Amazon’s arrival in Australasia.

“New Zealanders are still very traditional people,” adds 
Grant Emmett. 

“We still like to take a product to checkout to ensure that 
we’ve got the right thing at the right time so I think that there’s 
still a healthy retail space there.”

LIFTING THE TYRANNY OF DISTANCE
Lincoln Brokerage has been active in the New Zealand market 
for three years and in the Australian market for 20. 

Managing Director Gordon Sinclair is based in Australia so I 
asked if he saw the Amazon launch having a negative impact on 
business there.

“No I don’t, to be honest with you,” he is quick to answer. 
“And, as long as the home improvement and outdoor living 

retailers continue to provide the consumer with an experience, 
then I think they will continue to go to stores. 

“Home improvement and outdoor living are very different. 
Most people go there because they have a project to complete 
but aren’t fully aware how to complete it so they rely on that 
advice component that you’ll get from Bunnings or Mitre 10 
stores. 

“And, as long as the retailers recognise that, I think our 
channel will continue to grow, irrespective of however many 
online resellers are in the marketplace,” he says.

Gordon Sinclair feels that recent immigration on both sides of 
the Tasman is also contributing to the continued growth of the 
channel, with new families going into new homes – good news 
for DIY and home improvement.

With this growth, he sees the role of sales agents in the 
channel becoming more relevant than ever. 

As well as creating greater efficiencies and flexibility in the 
market, sales agents can help with increasingly complicated 
compliance issues.

“Employing people is becoming more complex than it was 20 
years ago and not everybody wants to do that any more. 

“There are already several multinational businesses in 
Australia that have a policy to outsource this sort of work 
because it’s just too hard for them to do it themselves. 

“So I think that is a major opportunity to continue to add 
value to the channel,” says Gordon Sinclair.

Looking at the New Zealand market, the Lincoln MD feels 
that a key problem that sales agents can help with is the “tyranny 
of distance” between stores that can create major issues for 
suppliers around the country. 

New facility and new people 
for Vendor Refill Management 
Vendor Refill Management now has a new combined warehouse 

and office facility in Hamilton. This expansion has allowed the 

VRM team to showcase installations and build displays and more 

on their own specialised site. The new facility adds to what has 

been a bumper year for VRM with the team also growing to 

five members this year as well as adding new customers to its 

business.

www.vrm.net.nz

“We see that there will be a significant shift in suppliers who 
have typically managed their own sales and merchandising 
teams who are now outsourcing their sales function”
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Driving Sales & Growing Brands

GROWING 

YOUR SALES 

IS OUR 

BUSINESS

PARTNER 

WITH 
STRIKEFORCE.

National coverage

VIS support 

Speed to market

Inhouse hand-held 

reporting system

Maximised call frequency
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Jackie Martel
Hardware Channel Manager
Ph 022 165 5996
jackie@strikeforcenz.co.nz

Neville Vujcic
Managing Director
Ph 021 946 944 
neville@strikeforcenz.co.nz www.strikeforcenz.co.nz
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Jackie Martel is the new Hardware Channel 

Manager at Strikeforce. 

Starting out in the industry at Benchmark 20 

years ago she’s progressed through the industry 

as an Operations Manager followed by a shift 

to Visual Merchandise Projects Coordinator for 

Bunnings from 1998 before joining Strikeforce 

in mid-2017.

Jackie feels that her range of experience in the 

industry has given her a good understanding of 

the needs of retailers in a busy but ever changing 

market. One change that she has seen (that is 

echoed by many others players in the market) is 

an increased focus on the shop floor.

“There is an increased focus on 

merchandising now. In Bunnings there’s 

more focus on reporting, visibility of orders, 

overstocks, deleted stock, aged stock. Especially 

in recent years there’s a lot more need to be in stores on a regular 

basis and one of Bunning’s key objectives is “100% in stock” so they 

report on that as well.”

This renewed focus means large retailers like Bunnings 

increasingly need more feet on the ground which is where a 

company like Strikeforce comes in.

“Some people have their reps and they will 

also use a third party as well because, depending 

how big their territory is, the reps don’t get 

to every store every week, and it just means 

they’ve got that presence in store every week to 

make sure that things are faced up, topped up, 

and to help the store team bring stock down if 

necessary. 

“So there’s more and more need for them to 

be there because of the reporting and the KPIs 

that are put onto suppliers.”

Looking to 2018, Jackie Martel is looking 

forward to working with the Strikeforce team 

and putting a few more processes in place in her 

work with clients.

“Strikeforce is really great to work for, as they 

allow me to put my spin on things and they have 

really good communication internally and that’s what’s it’s all about 

really. 

“If you can get good communication between the clients and your 

merchandiser than the end result is always going to be much better.” 

www.strikeforcenz.co.nz

Strikeforce’s new Channel Manager adds experience

With reps clocking up major unproductive hours just sitting in 
cars he feels there is a better way to do things.

“The ideal service model has to move away from having a 
small number of people covering a large number of stores to a 
large number of people covering a small number of stores so that 
you minimize that wasted time and that’s the opportunity that a 
sales agent gives you. 

“And every day I think there’s a supplier that’s recognising that 
benefit.”

GROWING NEED FOR MERCHANDISING
Vendor Refill Management (VRM) owner and CEO, Derek 

van der Vossen, agrees that the key issue for suppliers in New 
Zealand is distance. 

And while he believes the sales agent model arguably copes 
far better with this issue than an in-house sales rep ever could, 
it still creates issues for VRM, despite a major expansion in staff 
numbers and a new Hamilton office and warehouse.

“Freight and the logistics of getting products from suppliers to 
the stores is becoming increasingly difficult,” he says.

“Particularly in Auckland with increased load on the road but 
also further south with the Kaikoura earthquake last year and 
the time it’s taken to get that going. 

“It’s meant that there’s been some challenges getting stock 
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The HEAT is on!
Never has the need for retail competence been more essential. 

As some sectors of the business media raise alarmist 
messages about the impending ‘retail apocalypse,’ smart 

operators continue to re-examine cost effi ciencies in the red hot glow 
of ever-changing supply chain dynamics.

One of the key areas under scrutiny for both the supplier and 
the retailer is that of inventory, and the management thereof. Both 
groups are rethinking their inventory strategies, and are targeting 
their sales approach to keep inventory levels under control. This is a 
shift happening across the retail industry as companies try to fi gure 
out ways to profi tably serve the growing needs of the new diverse 
shopper demographic while making their network of stores less of a 
fi nancial burden.

Supply and retail operations are improved by providing the ability 
to oversee inventory levels, trends, locations, and more, supported 
by a user-friendly interface and effi cient reporting functions. A 
specialist operator targeting a particular market is the key. 

For the home improvement sector in New Zealand that is Vendor 
Refi ll Management (VRM). VRM understands that because inventory 
is one of retailers’ highest costs, many are looking for solutions to 
manage stock better; and with the latest trend to manage inventory 
levels to meet demand, savings can be used elsewhere. 

VRM is a fast growing business boasting a team of 34 
experienced and knowledgeable individuals providing sales, 
merchandising and Vendor Instore Support (VIS) in Bunnings. The 
company has successfully undertaken several major projects for its 
customers/suppliers through New Zealand. Recently VRM has been 
implementing a major refi t in Bunnings Trade area for Hume Pine. 

VRM owners Derek and Belinda van der Vossen have owned 
and operated a retail large outlet themselves and understand the 
problems and the issues facing today’s home improvement retailer. 
Operations manager Rebecca Gibson manages a diverse team with 
an increasing number of millenials coming into the fold as others get 
set to enjoy retirement from a mentally and physically challenging 
role. One team member specialises in making up and installing 
lighting displays and all team members are Bunnings accredited and 
fully conversant with Bunnings new Oracle system. 

VRM customers are winners too with Winstones, Mitek and Sika 

all scooping the top awards in their supplier categories at the 2017 
NZ Hardware Awards (three of the fi ve supplier winners on the night.)

VRM has also noted increased consolidation in its customer base 
as the home improvement market is defi ned between Bunnings 
and Mitre10. This notwithstanding, this year VRM is also seeing the 
expansion of its services throughout the greater Auckland region 
into many more home improvement channels for its always evolving 
client base and the targeted individual services they require. 

VRM has recently moved into an offi ce/warehouse complex in 
Frankton Hamilton with two large offi ces and around 180m2 of 
warehouse space. Ngaire O’Rourke, the offi ce administrator that 
makes the daily nuts and bolts of the business fi t together, is based 
there part time. In the warehouse VRM constructs and wires up the 
displays for Brilliant Lighting as well as the compiling and delivery of 
colour collateral for PPG.
Inventory management is a tough, specialist discipline. There are 
many examples in modern retail of inadequate internal replenishment 
systems and stock over/under ordering. Retailers are increasingly 
utilising inventory management specialists for third-party stock 
management.

Competition and changes amongst some of the other service 
providers has caused some uncertainty in the local market. But VRM 
remains focused on consistently delivering thorough, reliable, cost-
effective and trustworthy services.  ■

Intelligent Hardware Inventory 
Solutions

Speak to us for solutions to your vendor refill and merchandising needs

Ph: 0508 876 876  •  Email: sales@vrm.net.nz  •  www.vrm.net.nz

SUPPLIERS AND MANUFACTURERS! 

VRM provides us with a cost effective vendor refill solution that quite simply we would struggle to do. Their knowledge 
of the customers they service for us is at a high level and their comprehensive reporting would give any supplier complete 

confidence that they get the job done. I have no hesitation in recommending Derek and the VRM team.
 TONY SMITH, BUSINESS MANAGER, DISTRIBUTION – SIKA 
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I hope you all had a great 
Christmas and New Year! I look 
forward to seeing you soon.

Ph: 0274 958 370  •  Freefax: 0800 786 464 • Email: sedlin@xtra.co.nz

Stephen Edlin – Wellington based sales agent for Central Regional Sales
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January saw US cloud based merchandising software provider One 

Door release the results of its annual merchandising survey. 

The survey involved 250 retailers with the goal to identify the key 

merchandising behaviours of retail “winners”, those with the greatest 

sales growth year over year. 

According to the 2018 One Door Merchandising Execution survey, 

the most successful retailers excel in five key areas of merchandising 

execution including: 

Survey reveals best practices of retail “winners”
• Using digital models of exact store layouts.

• Recognizing the link between merchandising execution and 

sales

• Applying data to the entire merchandising process

• Frequent, two-way communication

• Adopting digital tools in all facets of the in-store experience

The full survey can be found on the One Door website.

www.onedoor.com
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• Bespoke field sales and 
merchandising services

• Integrated strategic and tactical 
planning

• Maximum visibility for your brand 
through high store call frequency

• Key Account Management

Storelink is your retail partner of choice
When you choose Storelink as your outsourced retail service 

partner, you can be assured that our passionate team will 
take that responsibility seriously and represent your brands 

as if they are our own.

With a workforce of over 470 people from Kaitaia to 
Invercargill, we’ve got you covered.

Our services include: • VIS support
• Merchandising retail 

implementation
• Display builds
• Relays
• Compliance reporting
• Real time reporting
• Demonstrations & Tastings

Read more about the ways in  which we  can tailor a solution  to maximise your sales results at  
www.storelink.co.nz or call us on  09 4759039. Alternatively you can email us at enquiries@storelink.co.nz
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to the south island and around to the hardware merchants in a 
timely fashion,” says Derek van der Vossen.

Despite this VRM has seen excellent business in the past year 
and the company continues to grow with the boss always on the 
lookout for good people to fill a few more important roles in the 
expanding business.

As for the type of business being done, 
VRM’s main bread and butter has been 
vendor refill or vendor in-store support to 
Bunnings and this looks set to continue. 

In addition, VRM has very recently 
expanded to provide services in Auckland 
to some Carters, ITMs and PlaceMakers 
stores late last year. 

Driven by some stores pulling back staff levels back, there’s 
“a greater need for physically merchandising stock and pulling 
stock in from inwards goods and getting it on the shelf,” he says.

It seems the trend towards the continued outsourcing of this 
type of work within the channel seems to be paying off for VRM 
but is Derek van der Vossen concerned about online sales and 
the emergence of Amazon down under? 

“I think if [something costs] under $100 some people aren’t 

too worried and will risk buying online but if it’s over that often 
they’ll go in and get advice and direction. 

“So I think in New Zealand there is still a keenness for people 
to touch and feel before they buy, particularly on large ticket 
items.”

The general consensus seems to be that Amazon’s Australian 
debut late last year was a far softer landing for other retailers 
than expected, with fears that it would disrupt the Christmas 
shopping period largely unwarranted. 

That said the juggernaut is sure to better establish itself in the 
coming months. 

This means that the hard work sales agents get through in 
working with the hardware channel could be more crucial than 
ever….  

“We’re finding that a lot of manufacturers are tending 
to outsource more of their merchandising so it’s an 
increasing part of our business”
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