ISP NEWS: TESCO WILL NO LONGER RETURN YOUR COUPONS
Source: http://www.isp.org.uk/news.php?pid=691
We have been informed by Tesco that, as of 15th June 2010, it will no longer be sending redeemed coupons to a third party for verification; nor will Tesco be returning return any coupons redeemed through its stores to the manufacturer, coupon issuer or their agents. 

Once coupons have been redeemed in Tesco stores, they will be destroyed. The only exception to this new policy will be government-issued coupons. 

If a manufacturer insists on the return of its coupons, Tesco will simply stop allowing consumers to redeem that manufacturer’s coupons in its stores.

Tesco will continue to automatically deduct the value of coupons from suppliers’ trading accounts, as at present. 

The ISP has told Tesco that we are concerned that brands or their agents will no longer be able to verify or to challenge Tesco’s claims on redemption levels and money deducted from trading accounts. Although Tesco has listened to our concerns, it has told us that the decision is final and the new policy will be introduced as planned.

Over the last year or so, the ISP has helped many brand owners recover very sizeable sums of money resulting from extremely erroneous deductions made by Tesco from their trading accounts. These deductions were the result of Tesco’s failure to manage mis- and mal-redemption, which was a major issue until October 2009, when Tesco changed its policy and instructed checkout staff to allow consumers to redeem coupons only if the relevant products were in the basket. 

Until then, only Tesco’s own Clubcard-linked vouchers were automatically checked by the EPOS system. Store managers and even individual checkout staff were deciding when to accept manufacturers’ coupons, with many not enforcing Terms & Conditions on how many could be redeemed at one time or on requirements to purchase particular brands or individual products. Consumer websites regularly advised shoppers that they could redeem handfuls of coupons at Tesco as if they were cash, using them to pay for any items, not just the relevant ones.

Our biggest concern over Tesco’s plans is that, should brands want to challenge the sums deducted, it will now be impossible, as all physical evidence will have been destroyed.

Tesco has informed us that the changes are linked to a new EPOS system which is in the process of being rolled out. Tesco claims that this system directly links coupons with products bought and therefore should eradicate mis- and mal-redemption, and hence invoice discrepancies. Supposedly, if the product is not in the basket, the coupon will be automatically rejected. 

At the moment, we only have Tesco’s word that this new system will be infallible. We have requested system specifications and the results of trials we understand Tesco has conducted, and we are awaiting Tesco’s response.

Tesco has also assured us that the new EPOS system should address the issue of potential fraudulent abuse. Tesco says that all coupon redemption will now be monitored using Tesco’s Point of Sale fraud monitoring system. Any suspicious transactions will be identified by the POS Fraud team, reported to the Group Operations Manager, the Group Customer Manager and the applicable Store Manager for investigation and action.

We are very concerned, however, that from 15th June all the checks and balances for the new system will be managed by Tesco. Coupon issuers will have very limited opportunities to verify the number of coupons redeemed and which stores they are redeemed in, and to match these against sales figures. This requires that suppliers put a lot of trust in Tesco’s systems.

Separately, we are also all too well aware that an estimated 40% of all manufacturer coupons are issued primarily for data capture purposes. Given the undeniable value of such data, usually provided via personalised coupons or coupons with PIN data on them, the ISP has pushed Tesco to agree to feed back as much store and personal data as possible to issuers. 

At this moment, Tesco has assured us that volume and value data will continue to be provided to the coupon issuer. However, Tesco does not currently intend to make available any of the other data that has traditionally been recovered from secondary coupon barcodes. The ISP will continue to press Tesco to increase the amount of data it passes on to coupon issuers. 

Tesco has also told us that, in line with the new policy, a set up fee of £500 will be charged per barcode. We are seeking further clarification on whether it will be £500 per barcode per promotion. We believe this charge to be excessive given the actual administration required. We also want to establish whether Tesco intends to continue to charge the Trade Handling Allowance of £36 per thousand coupons in addition to the £500 set up fee per barcode.

We do not want manufacturers who wish to continue to use money-off coupons to be disadvantaged by this new Tesco policy. However, at this stage this could well be the case.

As I have already said, the ISP has campaigned long and hard on your behalf to eradicate mis- and mal-redemption, and to tackle the issue of incorrect bills from retailers.

If Tesco’s new system does actually stop coupon mis- and mal-redemption and so eliminates the possibility that issuers are wrongly billed, then it would, in fact, be a major victory. 

I repeat, however that we will not simply be taking Tesco’s word for it. We will be closely monitoring how the new system works from launch on 15th June. 

As for data capture, we will continue to lobby Tesco to provide more information to manufacturers and will keep you updated on our progress.

