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A Digital Transformation of Yard and Dock 
Operations—a real life perspective from Metcash
Digital Transformation describes the changes that come when digital 
technology is applied to a process. There’s been a ton of these 
transformations in recent years—namely the explosion of consumer 
mobile devices and all of the new digital processes they enable for people 
to connect with the world around them. In business there’s also been 
significant digital transformations happening in supply chains around the 
world, and businesses are experiencing huge improvements in logistics 
and warehouse efficiency. Commonly, digital technology is introduced to 
solve a problem, and that’s exactly what happened with Metcash Trading 
Limited. New Chain of Responsibility (CoR) legislation1 was introduced 
aimed at making Australia’s roads safer, which required Metcash to find 
new ways to optimize their transportation operations.
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3  The Challenge

5  The Project

6  The Results

7  Summary

1Under the CoR, anyone with control over any step in the transportation chain can be held legally accountable for road safety violations, either through action  
or inaction. This includes complying with the Heavy Vehicle National Law (HVNL.) www.nhvr.gov.au 
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NAME Metcash Trading Limited

INDUSTRY
Grocery, liquor, produce  
and hardware distribution

HEADQUARTERS Sydney, Australia

FOUNDED 1920

KEY FACTS

~ $12.3B revenues, serving 3,950 
independent grocery retailers and 
12,000 hotels, pubs, liquor stores and 
restaurants

WEBSITE www.metcash.com

Metcash is one of Australia’s leading 
marketing and wholesale distribution 
companies specializing in the distribution 
of grocery, liquor, produce, hardware, 
and other fast-moving consumer goods. 
Metcash is headquartered in Sydney and 
services the IGA supermarkets out of 
five mega distribution centres in NSW, 
Victoria, Queensland, South Australia and 
Western Australia. In addition to this they 
have an additional 15 distribution centres 
that supply 12,000+ hotels, liquor stores, 
restaurants and other licensed premises  
in Australia.

Metcash Trading Limited, at a glance
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Metcash Logistics Overview

Location/State Approx Square Meter 
(m2) Weekly Loads (Avg) Entry/Exit Points

New South Wales 108,753 503 1 Gatehouse

Victoria 106,647 866 1 Gatehouse

Queensland 106,626 607 2 Gatehouses

South Australia 48,371 380 1 Gatehouse

Western Australia 99,280 431 1 Gatehouse
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Australia introduced CoR regulations 
drafted in 2004 to improve overall  
road safety and ensure compliance with 
transportation laws beyond drivers and 
operators—but to make sure “everyone” in 
the supply chain shares equal responsibility 
for ensuring breaches of road laws do not 
occur. Metcash’s major obligation under 
CoR regulations is to ensure truck drivers 
are not unduly delayed while being loaded 
or unloaded. Excessive loading times have 
a direct impact on increases in violations, 
including the risk of speeding or violating 
fatigue laws.

The Challenge 
Australia’s Chain of Responsibility (CoR)

Vendor Issues Equipment Issues Booking Issues

No-Shows Complex loads/
profile and specific 
instructions

Slow administration

Queue jumping Lack of truck 
turnaround KPIs

Unsatisfactory load 
quality, documentation 
and paperwork 
unprepared

Unloading not 
commenced within 
specified limits

Inadequate provision 
of equipment and/or 
load/unload resources

Poor time slotting  
and scheduling

Not being on-time  
at gatehouse

Lack of properly 
secured loads

Challenges with 
peak times (Seasonal 
planning)

Goods delivered in 
unsuitable vehicle type

Security concerns Cancellations
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Metcash recognized that to meet these new requirements, they 
needed new technology to improve their inbound and outbound 
operational processes. Their method for coordinating yard and 
dock activities was very labour-intensive and utilized whiteboards, 
yard maps (on paper) and spreadsheets. Metcash really needed 
an automated system to schedule trucks, docks/door availability, 
labour and material handling equipment to keep inventory 
moving efficiently. They also needed to prevent queues that would 
disrupt the local roads infrastructure since they were now legally 
responsible for minimizing the time the trucks were on-site for 
loading and unloading. Plus, CoR also required logistics companies 
to provide a safe working environment for their drivers that 
complied with the road rules—especially those pertaining to logged 
hours, speed limits and secure loads. Metcash needed to ensure 
inbound transport resources don’t sit idle while making sure stock 
is available to meet the customer’s needs. And, they needed to 
do this across all their locations with corporate-wide compliance 
monitoring and reporting. 

The Challenge 
(Continued)

At the same time, Metcash was also 
looking to streamline the flow of goods 
into and out of their warehouses to gain 
warehouse efficiencies and improve 
productivity. They already used NCR 
Power Enterprise to coordinate purchase 
orders, and control their inventory, 
and Dallas WMS to coordinate labour 
and equipment needed to serve their 
customers. Metcash leadership reached 
out to NCR for new solutions that would 
help them achieve three key objectives: 

1. comply with CoR regulations across 
all locations

2. improve productivity throughout 
their operations

3. positively impact road  
safety compliance
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NCR worked closely with Metcash to define 
new functionality within Power Yard 
and Power Dock to incorporate the CoR 
requirements, and developed integrated 
interfaces with Power Enterprise and their 
warehouse management system. As part 
of this project, Metcash needed to revisit 
the localized procedures that were in place 
across their organization. Metcash grew 
through acquisition and previously had 
allowed their locations to operate with 
independent business rules and processes. 
New CoR requirements meant that Metcash 
had to standardize these processes across all 
locations and leverage a single technology 
solution across their distribution centers. 

The Project 

New Driver 
Registration System

Limitations on 
unscheduled  
load arrivals

Automated 
reminder process

Carrier and vendor 
performance 
measurement

Pager system for 
driver alerts and 

notifications

System for 
booking recurring 
appointments with 

standard times 

Safe loads and 
load restraint 
management 

Daily, weekly and 
monthly dashboard 

reporting

Defined 
dock control 

procedures to 
prevent receiving 
congestion and 

overbooking

Automated 
notification process 

for supervisors, 
vendor and 

suppliers

Load exception 
reporting

Performance 
reporting for 
defined Truck 
Turnaround 

Specific examples of processes 

that were redefined and implemented 

across the locations as part of this project included:
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Since this project involved significant 
process change, Metcash associates, drivers 
and vendors were all greatly impacted. 
At first, there was some initial resistance 
among drivers, but the project team worked 
closely with them to help demonstrate the 
benefits of changing– particularly reduced 
wait times. Project leaders were also able to 
demonstrate the benefits of improving dock 
and yard management processes to their 
associates, and got them excited about the 
project and the journey of innovation and 
change. As it stands today, key users of the 
system continue to look for new ways to 
leverage the system functionality to further 
improve productivity across the DC’s.

“We pushed ahead with a Yard and 
Dock project with NCR because of the 
great CoR (Chain of Responsibility) 
enhancements they brought to our 
process. In reality, we achieved much 
more than improved CoR controls 
and reporting—we also gained major 
benefits in labour scheduling, truck 
movement and on-site controls”

–Phil Mangan, General Manager  
IT – Operational Systems, Metcash

The Project
(Continued) 
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After the new processes were defined and the team was in place and invested in the project, the technical team 
had to map out the system integration requirements. This involved a great deal of planning, analysis, and interface 
development. After the initial project scope definition, the team focused on fine-tuning of the software system and 
the corresponding systems, to ensure each data interface was accurate and optimized

A pilot was commissioned at Metcash’s South Australian distribution centre. After some testing and additional 
modifications to properly synchronize yard and dock operations with their other systems,  Metcash was able to roll 
out Power Yard and Power Dock across its five major distribution centres and at an additional overflow warehouse. 

The Project
(Continued) 
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NCR Power Dock and Power Yard provide Metcash with  
the necessary artifacts needed to comply with the Chain  
of Responsibility requirements throughout Australia. 

As part of the new guidelines, Metcash now requires every driver 
who checks in at one of their facilities to register and to undergo  
a local site safety briefing. The driver’s details are recorded along 
with the confirmation of their Safety briefing.  

Metcash’s business risk management doesn’t allow a disqualified 
driver to enter any of their distribution properties. This process  
was recently put to the test when a driver who had been suspended 
at one Metcash location transferred to another logistics company 
and arrived at a distribution center in another state. The driver’s 
details were checked via Power Yard and the system confirmed the 
driver was disqualified for citations including exceeding maximum 
safe driving hours, load restraints and other quality issues. The 
driver was refused entry onto the premises and unable to make  
the delivery. While rejecting the shipment of goods was challenging 
from an inventory perspective, Metcash has a responsibility to 
provide a safe working environment for its employees and to  
fulfill its obligations under CoR legislation.

The Results
CoR Compliance
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The implementation of Power Yard and Power Dock at Metcash lead 
to improvements in the efficiency of their transportation operations.

• The software provides the Suppliers with the ability to use  
the online portal to book dock delivery times, saving them  
from having to place a phone call with a scheduling department. 
Available appointments are set by Metcash to maximize the use of 
resources (people and equipment) at the warehouse, so when the 
transport company arrives they have the most efficient unloading 
process possible.  

• Dock schedules are coordinated to reduce the driver on-premise 
time, which prevents potential breaches of CoR regulations and 
helps ensure compliance with food handling best practices such  
as maintaining the cold chain of perishable goods.  

• Inbound trucks move more efficiently throughout the yard and 
docks with directed moves in real time. Plus, with dock resources 
aligned with appointment times, costs go down due to a better-
deployed workforce and reduced demurrage charges.

The Results
Improved Efficiency

Metcash averages 2,600  
to 3,400 weekly inbound 
loads across the five major 
distribution centres.

Today’s unloading times:

60%
32%

8%

<1 hour   <2 hours   Other
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The Results
Improved Efficiency (Continued)

• With most appointments booked and 
confirmed through the online portal, gate 
house operations are more efficient. The 
team can focus on the rare exceptions and 
provide vendors with an orderly process for 
managing last minute changes.

• The system can display electronic truck 
maps in real time, so everyone has  
the same insight into the loading  
and unloading process.

• As items are ordered, the system displays 
the expected inbound delivery date and 
time and the detailed item data is sent to 
the local warehouse system so that labor 
can be scheduled accordingly. This helps all 
locations more efficiently support seasonal 
peaks and emergency demand.
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The Results
Visibility

Power Yard and Power Dock collect key business data that  
is published in multiple reports that measure Metcash’s  
CoR compliance performance. 

The data is also analyzed as vendor scorecards to track driver  
and transport company patterns. Metcash management can easily 
see which companies are the best at arriving on time, which loads 
took longer for unloading or loading than standard, and many 
other metrics. 

Reports are customizable and can display data by warehouse, 
by pillar (department), and nationally. And, taking into account 
physical variations and local road infrastructure between sites, best 
practices can be developed and implemented across the company.

By analyzing these metrics, Metcash and their logistics partners can 
manage their resources more effectively. Plus, these same metrics 
can be used when negotiating logistics contracts and renewals 
and to rate vendor performance. This data is shared regularly with 
contracted and non-contracted transportation vendors so that they 
can self-monitor their CoR compliance and work on improving their 
own performance to comply with Metcash requirements.

“Yard and Dock improvements have been the catalyst 
for reducing our truck turnaround times, which 
minimises the risk of violating CoR regulations for 
speeding, or exceeding fatigue hours.  One of the 
most powerful features is the delay notifications, 
which helps us communicate potential delays with 
drivers and encourage them to take a break or 
make alternative, safe delivery arrangements versus 
waiting on-site for an open dock.”

–Peter Mackenzie, Group CoR Manager, Metcash
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The Results
Improved Business Insight

With the NCR Power Yard and Power Dock, Metcash can now closely 
monitor a number of key metrics regarding on-site truck movement: 

• Appointment time versus arrival time discrepancies

• Time from gate check-in to dock arrival

• Time in dock (for loading or un-loading)  
versus expected time

• Time from dock departure to gate check-out

Metcash is using this data to more accurately forecast resource 
requirements for inbound transportation, thus further reducing 
costs. They are also more able to plan materials handling equipment 
based on loads so that when a dry, frozen, or refrigerated truck 
arrives, all the equipment is ready at the dock door to handle the 
load efficiently. 

And, with this data the operations team is learning how to further 
optimize inventory movement –for example, determining which 
trailer configurations work best for which loads, or where labor could 
be redeployed to further increase loading and unloading speeds.  
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The Results
Positively Impacting the National Road Toll

While it is hard to quantitatively measure 
the exact impact on road safety based 
on the deployment of Power Dock and 
Power Yard, it’s not hard to qualitatively 
say that the results have been positive.  
It’s clear to see that with Metcash’s new 
software systems, their people and updated 
processes, they deliver a safer transport 
management environment and help 
mitigate the risk of drivers being delayed 
or violating regulated driving hours. 

Metcash and their transport company 
partners have a greater level of certainty 
about delivery times, unloading and driving 
times, which allows them to plan routes in 
compliance with heavy vehicle fatigue and 
speed requirements.

Placeholder for  
“yellow vest image”

We selected NCR because we knew their systems could 
help us adhere to CoR regulations and capture the 
data we need to prove compliance. A failure to reliably 
record truck activity and manage truck turnaround times 
could bring an action under CoR law—and this would 
have been a real possibility with our older, manual 
systems. With NCR’s time stamping functionality and 
back-end reporting, we have visibility to invaluable 
information that can point us to potential issues as they 
happen, so we can address them immediately. Since our 
implementation, truck turnaround times and therefore 
on-site time have both been reduced significantly, with 
most unloading finishing in less than two hours. 

–Peter Mackenzie, Group CoR Manager, Metcash
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Summary

Australia’s CoR legislation provided Metcash with an opportunity to 
invest in a new system for compliance that also provided significant 
productivity improvements. Metcash’s approach to yard and dock 
process improvement is recognized as a ‘model’ system by the 
Australian transport regulators, not only for the improvements they 
have made internally, but also for the benefits they provided its 
transportation company partners who have greater certainty in the 
utilization of their fleet at Metcash facilities. It’s been a successful 
journey that continues to provide efficiency and safety benefits to 
all involved.

Placeholder for  
“yellow vest image”
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NCR Solutions for Wholesale Distribution

We have a proven track record of helping 
companies transform their supply chain 
operations through technology. 
Our solutions optimize every transaction within the supply chain, from warehouse sourcing to 
the final sale. We can help align inventory based on demand across channels, fresh and traceable 
products, efficient and accurate logistics in the warehouse and on the road, a modern technology 
platform that provides real time access to accurate data via any touch point, and so much more. 
Our solutions are deployed by leading wholesalers, distributors and retailers worldwide. 

To learn more about our  
solutions, please visit us at  
ncr.com/retail/wholesale-distribution.

Contact us

Learn more

mailto:retail%40ncr.com?subject=GEMS%20Metcash%20Case%20Study
http://www.ncr.com/retail/wholesale-distribution 
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Why NCR?

NCR Corporation (NYSE: NCR) is the global leader in consumer transaction technologies, turning 

everyday interactions with businesses into exceptional experiences. With its software, hardware, 

and portfolio of services, NCR enables more than 550 million transactions daily across retail, 

financial, travel, hospitality, telecom and technology, and small business. NCR solutions run the 

everyday transactions that make your life easier.

NCR is headquartered in Duluth, Georgia with over 30,000 employees and does business in 180 

countries. NCR is a trademark of NCR Corporation in the United States and other countries. The 

company encourages investors to visit its web site which is updated regularly with financial and 

other important information about NCR. 


