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1. GENERAL 
1.1. Introduction 
PLUS has drawn up a document explaining our Supply Chain Terms and Conditions that ensure 
continued quality to our entrepreneurs and consumers (hereinafter referred to as ‘Terms and 
Conditions’). The document refers to the regulations concerning the packaging of products, the quality 
of the products themselves, logistics, and the financial settlement of transactions. The Terms and 
Conditions also contain regulations related to emergencies and recalls.  

From 2023, PLUS will receive its goods at its distribution centre located in Oss. This distribution centre 
is completely automated. Other Terms and Conditions apply for deliveries to an automated 
distribution centre rather than to a manually operated plus distribution centre. These Terms and 
Conditions are described in detail in this document.  

In addition to the General Purchase Conditions, these Terms and Conditions describe the regulations 
and agreements stating how the supplier should deliver their products to PLUS. PLUS preserves the 
right to amend these Terms and Conditions from time to time. These Terms and Conditions are 
inextricably linked to the Agreement and the General Purchase Conditions. 

1.2. Definitions 
In these Terms and Conditions, the capitalized terms below will have the following meaning, unless 
explicitly stated otherwise: 

 PLUS: PLUS Retail B.V., with its registered office in Utrecht, and affiliated corporate entities; 
 Supplier: a corporate entity which, or individual who, enters into an agreement with PLUS;  
 Assignment: all written, verbal, or electronic assignments issued by PLUS with the Supplier related 

to the delivery of goods and/or supply of services; 
 Agreement: the agreement between PLUS and the Supplier related to the delivery of goods and/or 

services; 
 Party or Parties: PLUS and Suppliers jointly and separately; 
 Terms and Conditions: The Supply Chain Terms and Conditions 

1.3. Abbreviations 
The terms below are defined as follows in these Terms and Conditions: 

 General Food Regulation: Regulations (EC) No. 178/2002 of the European Parliament and of the 
Council of 28 January 2002 laying down the general principles and requirements of food law, 
establishing the European Food Safety Authority and laying down procedures in matters of food 
safety; 

 General Purchase Conditions: PLUS's General Purchase Conditions  
 APERAK - Application Error and Acknowledgement Message: Electronic order confirmation used 

in the EDI messaging system; 
 DESADV - Despatch Advice: Electronic packing receipt used in the EDI messaging system; 
 EDI - Electronic Data Interchange; 
 FEFO - First Expired First Out: Method in which the goods whose shelf life expires first are shipped 

first; 
 GFSI - Global Food Safety Initiative; 
 GLN - Global Location Number: A GS1 standardized barcode that is used worldwide to identify a 

location (address code); 
 GS1 DAS - GS1 Data Source: GS1 Nederland data source for sharing product information; 
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 GDSN - Global Data Synchronisation Network: A data source network based on GS1 standards. A 
network enables companies around the world to exchange standardized product master data with 
their trading partners. 

 GTIN - Global Trade Item Number: An internationally recognized, standardized 8-,12-,13-, or 14-
digit GS1 barcode used to identify a product or service that is being traded (priced, ordered, 
manufactured, etc.). It is also known as an EAN (European Article Number) or barcode;  

 KPI – Key Performance Indicator; 
 Incoterms – International Commercial Terms: The international standard developed and 

published by the International Chamber of Commerce (ICC) relating to buyers’ and sellers’ rights 
and obligations during the international transportation of goods; 

 INVOIC - Invoice: Electronic invoice used in the EDI messaging system; 
 MDM - Master Data Management; 
 NVWA - Netherlands Food and Consumer Product Safety Authority 
 Sandwich pallet: An intermediate pallet added by the supplier to prevent a pallet containing more 

than one product; 
 OoS - Out of Stock; 
 SLA – Service Level Agreement; 
 SSCC - Serial Shipment Container Code: An 18-digit GS1 barcode to identify (track and trace) 

logistics units, such as a pallet; 

1.4. DC network  
In 2022, PLUS’s distribution network used to supply PLUS supermarkets comprises three regional 
distribution centres and one national distribution centre. 

The three regional distribution centres are: 

 RDC in Haaksbergen   
 RDC in Hendrik-Ido-Ambacht   
 RDC in Ittervoort  

The national distribution centre is: 

 LDC in Middenbeemster (slow-moving items) 

From mid-2023, PLUS will undergo a transition to create a mechanized DC in Oss. From mid-2024, the 
DC network will be: 

 National DC in Oss (mechanized) 
 Regional DC in Gieten 

 

1.5. Specifications, ordering, and requirements 
 The supplier will ensure that the items comply with the specifications as described in the Terms 

and Conditions. 
 Ordering and supplying takes place as follows: the supplier complies with the requirements set 

out in these Terms and Conditions. 
 PLUS is permitted to change the specifications and requirements without the supplier's consent 

if the customer notifies the supplier.  
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2. ELECTRONIC DATA EXCHANGE 
2.1. Product data 
PLUS is committed to importing data and product data that is 100% correct into its systems, so that 
reliable information is available to PLUS and its operators. To achieve this, PLUS only accepts product 
data supplied by GS1/DAS or an alternative GDSN certified database. The supplier is responsible for 
supplying the correct product data by this means in full and on time. Product data includes all labelling 
information required by law. 

Furthermore, the supplier will comply with the following rules: 

 The definitive product data related to new products will be submitted to PLUS at least ten weeks 
prior to launching. 

 Contact information including GLNs, used data source (GDSN), and contact persons will be 
exchanged in advance between the supplier and PLUS via MDM.  

 Product data must be supplied in accordance with the agreements in the Dutch food, health and 
beauty sector, as set out in the most recent GS1 implementation guide; 

 The product data supplied must include labelling as laid down in the Regulation (EU) No 
1169/2011 of 25 October 2011, on the provision of food information to consumers, applicable to 
all foodstuffs; Dutch Commodities Act on labelling foodstuffs and other applicable laws. 

 Products will be supplied in accordance with the latest version of the international product 
measurement rules, set by GS1DAS; 

 GTINs are only assigned or amended in accordance with the latest version of the GTIN Allocation 
Rules. 

 Each amendment to an existing product, including its discontinuation, will be promptly – at least 
eight weeks in advance – published and communicated to PLUS by the supplier. 

 Suppliers will allow physical checks on products and product data carried out by a GS1 Nederland 
certified data capturing company before the information is submitted to PLUS.  

2.2. Trustworthy provision of data 
The trustworthy exchange of data is of vital importance. PLUS assesses the quality of the submitted 
data based on whether it is complete, supplied on time, and correct. The supplier is liable for any 
revision costs or costs related to the incorrect, incomplete, and late provision of product data. This 
also applies to the cost of any additional or preventative checks, if the data submitted by the supplier 
in the past has proven to be insufficiently trustworthy. 

2.3. Transactional messaging 
The exchange of information related to orders, order confirmations, deliveries, and invoices between 
the supplier and PLUS is conducted using the EDI messaging system. For EDI messaging, the supplier 
will always use the latest version of the GS1 messaging standards and implementation guides and will 
be actively engaged in keeping abreast of any updates. The supplier will implement them accordingly 
after consultation with PLUS. 
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The electronic messaging exchange between the supplier and PLUS takes place as follows: 

 ORDERS: PLUS sends an order through the order messages to the supplier; 
 APERAK: The supplier sends an order confirmation receipt within 30 minutes using the APERAK 

message; 
 DESADV: The supplier sends an electronic packing receipt via the DESADV level 4 message with 

the SSCC. DESADV messages must be submitted at least two hours before the delivery arrives at 
PLUS. DESADV messages must contain all the relevant information and correspond with the 
physical contents of the delivery (number of trading units, weight, item’s GTIN) and accompanying 
SSCC labelling; 

 INVOIC: The supplier sends an invoice pertaining to the order after delivery with the INVOIC 
message to PLUS or bodies specified by PLUS. The product types, unit price, and the number of 
items are stated in this message. INVOIC messages must correspond with the physical contents of 
the delivery (number of trading units, weight, item’s GTIN, and product description) 

The supplier is liable for revision costs or any related costs for incorrect, incomplete, or late EDI 
messaging.  
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3. SERVICE LEVEL AGREEMENT AND DELIVERY  
PLUS assumes that the supplier can deliver at any time and on any day. Weekend and night time 
deliveries should therefore be possible at no extra cost, while maintaining the best-before date 
guarantee. 

3.1. Service Level Agreement  
The aim of this Service Level Agreement, hereinafter 'SLA', is to define the logistics partnership in order 
to ensure that deliveries are carried out at the best possible quality level. Consequently, this leads to 
an efficient flow and processing of products, as well as preventing delays for the suppliers and PLUS. 

3.2. Key Performance Indicators 
 Delivery time performance 
 Delivery completeness performance 
 Data trustworthiness performance 

3.3. Delivery time performance  
Delivery time performance relates to the delivery of goods to a PLUS distribution centre at the goods 
receiving area at the agreed time. A delivery date will be stated on the order, and the supplier or 
transport company (under the supplier’s instruction) determines the delivery time using the 
Appointment Schedule System (Manhattan). The officially registered time of arrival is the moment the 
driver reports to the distribution centre. The delivery time performance is measured per delivery, and 
provided and reviewed periodically (every four weeks). For testing against the standard, one time 
period bucket applies, i.e. the number of deliveries in the 4-week period. 

KPI delivery time performance = ∑ number of on-time deliveries / ∑ number of delivered shipments * 
100% 

Standard:   
98.5% ≤ 100%  Green zone, good performance 
95%  ≤ 98.5%  Orange zone, improvement plan preferable 

< 95%  Red zone, improvement plan required 
 X-30 X X+30  

Too early 30 minutes early Agreed time frame 30 minutes later  Too late 

The arrival of the shipment at the site entrance via the site management system is measured and is 
not dependent on the number of pallets delivered. The number of pallets being delivered is used to 
measure delivery completeness performance. For consolidated shipments, the truck arrival time is 
measured regardless of which supplier is unloaded first, and applies to all suppliers that are part of 
that consolidated cargo. If the delivery of one order needs to be divided across several trucks or several 
delivery moments, the arrival time of the last truck to complete the delivery volume determines the 
completion of the delivery.     

The following applies in this regard: 

 If a supplier registers their arrival too early, the supplier will only be able to unload, if enough staff 
and a dock are available. 

 Reported delays are also factored in. 
 In case of backhauling, ‘delivery time’ should be read as ‘pick-up time’. 
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3.4. Ordering and delivery moments 
The web application for receipt planning (Manhattan) proposes a delivery moment for the specific DC 
and the delivery category. This results in an efficient flow and processing of products, as well as 
preventing delays for the suppliers and PLUS. If the delivery is not possible on the proposed delivery 
day or at the proposed delivery time, the supplier or transport provider must select their exact delivery 
time within a set timeframe themselves using Manhattan. From the selected time onwards, a dock will 
be made available. Without prior registration, the supplier’s consignment will not be unloaded. If the 
supplier arrives late, they will have to wait for a free slot before being able to unload. 

3.5. Delivery completeness performance 
Delivery completeness performance relates to the number of delivered packages divided by the 
number of ordered packages per delivery. It relates to all active products, including promotional items. 
The delivery completion performance is measured weekly, while the information is provided and 
assessed periodically (every four weeks). The following calculation applies in this regard:  

KPI Delivery Completeness performance = ∑ number of delivered packages / ∑ number ordered 
packages * 100% 
Standard:  
98.5% ≤ 100%  Green zone, good performance 
95%  ≤ 98.5% Orange zone, improvement plan preferable  

< 95%  Red zone, improvement plan required 
 

The following applies in this regard: 

 Orders cancelled by PLUS do not form part of the calculation. 
 Prior notification of non-deliveries is counted as a short delivery. 
 With regards to back orders, non-deliveries are counted as a short delivery. 
 Packages that are delivered with short best-before dates are counted as a short delivery. 
 PLUS sends an automated and proactive delivery completeness performance report on a weekly 

basis.  
 The supplier is asked to provide a short delivery declaration for the last period.  
 The method of calculating delivery completeness performance and delivery time performance is 

clear, and the underlying data will be reported periodically by PLUS.  
 The figures reported by PLUS take precedence. 
 The supplier can contest the delivery performance published by PLUS within five days of 

publishing, if they do not agree with the data.  
 If the supplier does not contest the delivery performance within the above time frame, the 

reported delivery performance will be considered validated. 

3.6. Quality of delivery 
The data is measured and reported to the supplier by the buyer. This concerns the completeness, 
timeliness, and accuracy of deliveries. Completeness in this case means the number of delivered 
packages versus the number of ordered packages. Timeliness relates to whether the shipment was 
delivered within the agreed time slot, while accuracy refers to whether the pallet was packed in 
accordance with GS1. 
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4. OPERATIONAL INFORMATION PROVISION 
The supplier is obliged to provide PLUS with complete and accurate information in a timely manner.  

4.1. Deliveries to the distribution centre  
It is vital that the supplier sends the shipment with the correct SSCC labelling. The SSCC labels need to 
be attached in the correct position on the pallet to ensure efficient processing at the DC. (The first label 
should be positioned at the top right of the short side of the pallet and the second label should be 
positioned at the top right of the adjacent side on the long side of the pallet). For more information on 
the exact positioning of the SSCC labels, please refer to the GS1 guidelines.  

4.2. Submitting product information on out-of-stock items.  
With regards to temporary out-of-stock items (hereinafter: ‘OoS’), the supplier is obliged to provide 
timely and proactive information to PLUS concerning these OoS, Information that must be provided 
relates to: the reason for the OoS; when the OoS will be available again; whether there are any 
alternative products available; preventing this OoS happening again in the future.  

4.3. Response and resolution time 
If PLUS indicates verbally or in writing that a problem has been identified in relation to the delivery, 
the supplier will provide a written response to this within 24 hours (‘response time’) and ensure that 
the problem in question is resolved within three working days (‘resolution time’), except if the Parties 
have agreed in writing to an alternative to these specific problems.  

4.4. Prior notice 
A supplier is expected to give PLUS prior notice of any major changes that have been planned in the 
Supply Chain process (order to deliver). Example of major changes include: installing a new ERP system, 
changes to parts of the Supply Chain such as the opening / closing of a distribution centre, a change of 
transport company, the opening and/or closing of a production site. In short, if these changes impact 
data and/or product supplies. PLUS wants at least three months’ notice of the overall process, timing, 
impact, and back-up plan. In consultation with PLUS, a plan should be drawn up in advance to ensure 
the transition is controlled and that the supermarkets are not inconvenienced at all in anyway.  

4.5. Emergencies 
It is considered an emergency when the entire order-to-deliver process is expected to be interrupted 
for at least 24 hours. If an emergency occurs, PLUS will be informed by the person with ultimate 
responsibility at the supplier within two hours of the incident taking place.  

PLUS requires an unequivocal written source of information, on a central platform, using current or 
other available means of communication. The supplier needs to have a central platform operational 
within 2-4 hours. The supplier should first confer with PLUS regarding a central platform for sending e-
mails, a WhatsApp group, or a crisis site. The current situation and any updates on the emergency are 
communicated through this information source. Communication by the supplier to PLUS must at least 
include the following: the cause of the emergency, the consequences, the proposed plan to remedy 
the situation, the duration, its progress, and when the next update will be sent. 

In the event of a major incident, PLUS expects the supplier to be back in operation within 7-14 calendar 
days, depending on the extent of the emergency, so that time delivery and delivery completeness 
performance can be resumed in accordance to normal service patterns. Any damage or additional costs 
incurred resulting from the emergency will be recovered from the supplier.  
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4.6. Contingency plan and risk management procedure 
The supplier should have a contingency plan and risk management procedure in place to guarantee 
delivery. The supplier may be asked to provide a document drawn up by the supplier that stipulates 
such a plan and procedure. 
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5. DELIVERY AND LOAD CARRIERS 
PLUS expects the supplier to comply with the GS1 guidelines on delivering to a mechanized DC. For 
more information on these guidelines, please visit www.GS1.nl/en. 

5.1. Transport compliance  
The weight of the pallet, roll container, displays, and/or other types of load carriers should be 
considered so that the carriers can be loaded correctly, preventing products in or on the load carriers 
from collapsing or tilting, and/or preventing any dangerous or unwanted situations. If a consignment 
does not comply, it may be refused and/or additional handling fees may be charged. This does not 
affect the legal options available to us in the event of default, such as claiming damages.  

5.2. Displays 
Occasional or fixed agreements are made by PLUS with a supplier regarding the delivery of displays, 
and the following guidelines and agreements must be abided by: 

5.2.1. SSCC labelling 
A SSCC label must be attached to both the upper edge of the long and short sides of the display stating 
the following information: 

 PLUS product number and product description; 
 EAN barcode. 
 Content: Number of consumer units 
 Best before date/batch no./ production code 

5.2.2. Displays with wheels 
 Size (surface area) of the display should comply with the dimensions of a CC Dolly 60 x 40 cm or a 

CC Rolly 60 x 80 cm. 
 The size (height) of the display in including the CC Dolly or CC Rolly should not exceed 180 cm. 
 The weight of the display should not exceed 250 kg. 
 Suppliers are only permitted to use CC container bases (CC Dolly and/or CC Rolly) made from steel.  
 The supplier itself will ensure it provides sufficient Dolly and Rolly CC container bases and will 

maintain a comprehensive inventory of these.  
 CC Dolly or CC Rolly returns from PLUS supermarkets are processed using the VDC. 
 The supplier retrieves the CC Dollys from EPS packaging warehouse in Barendrecht. Please contact 

the warehouse by sending an e-mail to ccfs-orderentry@container-centralen.com.  
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5.3. Packing guidelines and requirements 
5.3.1. Packaging 
All products must be packaged properly. This means that the products must be packed in such a way 
that they reach the place of delivery in good condition by means of regular transport, and the 
unloading of the goods can take place safely (in accordance with GS1). In particular, it is specified that: 

 the supplier adheres to the measurements set out by the standardized package module system: 
 the packaging can be opened easily and without tools (e.g. no boxes with staples, no strong glue); 
 when using cardboard, the packaging must be of such quality that it does not collapse and can be 

stacked with other similar packaging; 
 if trays are used as the outer-packaging, the supplier should shrink wrap the trays with shrink film; 
 the use of interlayer sheets when packing pallets should be avoided; 
 the products, up to and during the unpacking, should be in a sound and protected condition; 
 there should be no outer-packaging and/or open packages; 

5.3.2. Text on the packages 
 The contents (contents, brand, and product name) should be clearly identifiable from the outside 

of the package; 
 Labelling of best-before date products needs to be clearly visible on the outside of the package; 
 The GTIN (trading unit) also needs to be clearly visible on the package; 
 The GTIN on the consumer unit must not be visible outside the package; 
 If hazardous substances are being transported, correct and legible hazard labels need to be clearly 

visible on the outside of the package, including the correct UN numbering and hazard 
classification;  

 The safety data sheet for hazardous substances must be handed over by the supplier upon 
delivery; If there are any changes to the safety data sheet, this must be reported by the supplier 
eight weeks prior to its introduction to the product range; 

 The batch and serial numbers always need to be visible; 

The supplier must check and test any packaging materials and other items for processing supplied by 
PLUS as soon as possible after receipt. The supplier must report possible defects and/or irregularities 
to PLUS no later than three days prior to the processing and/or use. 

5.4. Load carriers 
The standardization of load carrier measurements is vital in ensuring the efficient transport of products 
from the supplier to the distribution centre and/or the logistics service providers selected by PLUS. 
Therefore, PLUS expects its suppliers to deliver all products on pallets or roll container bases (CC Dolly 
or CC Rolly) that comply with the following requirements for load carriers, pallet stacking, and loading. 
Any deviations from the above requirements will only be accepted upon written approval by PLUS.  

5.4.1. Roll container bases 
 PLUS insists on the use of the following roll container bases: roll containers, CC Rolly, CC Dolly; 
 The supplier may be obliged to deliver specifically named products to PLUS on roll container bases. 

5.4.2. Pallet quality 
 The following two pallet sizes are specified by PLUS: 100 x 120 cm and 80 x 120 cm. 
 The pallets must be safe, free of damage, dry, clean, pest free, and compliant with GS1. 
 We do not accept one-way pallets. 



  
 

13 
Version 0.3 | September 2022 

 If faulty and/or damaged pallets are used, the supplier and/or transport provider must ensure 
proper replacement pallets are used and the goods are correctly restacked in accordance to the 
agreement with PLUS.   

 Goods can only and exclusively be delivered on pool pallets. The following pool pallets will only 
be accepted: 

Pool organization Size 100x120 cm Size 80x120 cm 

LPR X X 

CHEP X X 

DPB X  

PP LOGIPAL X X 

POOLPALLETS (EPS auction house) X  

H1 (fresh) X X 

5.4.3. Height of load carriers 
 The maximum stacking height is 230 cm, including the Euro pallet. If a block pallet is used, then 

the maximum stacking height is 215 cm due to the need for an additional slave pallet. 
 Loaded load carriers measuring 100 x 120 cm should weigh no more than 1,200 kg, including the 

container base.  
 Load carriers measuring 80 x 120 cm should weigh no more than 1,000 kg, including the container 

base. 

5.4.4. Loading and stacking load carriers 
 Load carriers are stacked keeping packages within the surface area of the base. The sides of the 

packaging should not exceed the perimeters of the load carrier. 
 Load carriers are stacked in a fixed, bond pattern. After removing additional packages, the 

homogeneity of the load should remain intact so that the products remain stable on the load 
carrier. 

 Each layer has the same number of packages;  
 Load carriers hold a maximum of one best-before item per pallet or roll container;  
 Load carriers hold a maximum of one product per pallet or roll container; 
 Transport compliance. The weight of the pallet, roll container, displays, and/or other types of load 

carrier should be considered to ensure correct loading, preventing products in or on the pallet or 
roll container from collapsing or tilting, and/or preventing any dangerous or unwanted situations. 

5.5. Refusing to take delivery of goods 
If the shipment does not comply with the requirements, then it can be refused. This also applies if 
there are pests and/or vermin present. The supplier is liable for any damage caused by pallets being 
loaded inadequately or incorrectly. The supplier will ensure that products are always stored and 
transported under conditions that guarantee quality and food safety. 
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5.6. Shelf life 
The shelf life as agreed by PLUS is applicable for every delivery. Each delivery will take place according 
to the FEFO system. Every product should therefore always carry at least the same or a longer best-
before date than the product from previous deliveries. 

All items on a load carrier need to have the same best-before date. One delivery consists of a maximum 
of two best-before dates per product. Each load carrier holds a maximum of one best-before item per 
pallet or roll container. PLUS only accepts products that comply with the best-before date standard 
that the supplier and PLUS have jointly agreed upon. 

It is the responsibility of the supplier to ensure that products are always stored and transported 
throughout the entire supply chain under conditions that guarantee that quality is maintained and that 
they comply with all the necessary legal requirements. 

5.7. Delivery 
Delivery will be performed exclusively using closed box trucks with rear discharge. Curtain-sided or 
tautliner trucks will not be accepted.  

A chain conveyor system should be employed for unloading soft drinks and beer, if possible and 
requested by PLUS. The chain conveyor system and the pallets should be of sound quality and can be 
operated without causing any faults or hitches. When the required truck type with automatic loading 
and unloading is not used for a delivery, this will hamper the delivery process and may cause additional 
waiting time.  

The supplier will comply with the regulations applicable at the relevant delivery location. The driver 
will always unload their own consignments and place goods in the designated area. 

5.8. GS1 labelling with SSCC code 
5.8.1. Number and position 
Each shipment unit should have two GS1 labels with a SSCC code (level 4). Sandwich pallets: each 
individual sandwich pallet needs to be labelled separately using a unique SSCC. The labels should be 
attached in the correct position as specified in GS1 rules. To read the user’s guide, please click here 
www.gs1.nl/en. If the supplier cannot delivery using the specified GS1 label, then the shipment will 
not be accepted. 

When delivering to the final destination, the package unit may only bear the GS1 labels for that specific 
delivery. All the other labels using barcodes to provide the information need to be removed or taped 
over prior to delivery. 
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5.8.2. Format and content 
A GS1 label in A5 paper size must be attached to each load carrier. The layout and contents of the label 
must comply with the GS1 format. Each label must state: 

 the SSCC number; 
 the GTIN order unit; 
 the number of products; 
 the best-before date per load carrier; 
 the buyer’s order number;  
 the product descriptions; 
 the goods’ net and gross weight; 
 the contents of each package; 
 the number of packages; 
 the number of load carriers. 

Labels on which the GTIN is printed should be attached in such a way that they do not detach under 
normal conditions and are stuck down flat as not to impede scanning. 

5.9. Packaging 
The supplier is requested to take back all extra used packaging at its own expense and risk immediately 
after unloading, including packing cases, crates, pallets, CC Dolly, etc., with the exception of items that 
are part of the pool system.  

5.10. Receipt of goods and checks 
When incorrect items enter the logistics chain, they create many problems: items cannot be scanned, 
stock shortages occur, products go off, etc. It is therefore of vital importance that the delivery 
corresponds with exactly what was agreed.  

In this respect, PLUS will be allowed to inspect the products supplied by the supplier and the supplier 
will cooperate fully. During these checks, the PLUS inspector can check the information on the 
packaging, the GTIN, the quantity, and the best-before date. The inspector will also be able to check 
the load carriers for type, number, stacking, and sturdiness, as well as the packing receipt for the 
number of items and load carriers. The stated quantity should correspond with the order units (e.g. 
the number of crates) and not with the number of consumer units (e.g. the number of kilos or other 
measure of capacity). Finally, the controller will also be allowed to take samples. PLUS is not obliged 
to check deliveries and can accept deliveries subject to approval. Products that are delivered but were 
not ordered by PLUS will be rejected. When PLUS carries out checks on the products, the truck may 
not leave until the load is approved by the relevant inspector. 

5.11. General approval 
To reduce the waiting time at the distribution centre, PLUS may in certain cases agree to sign for the 
goods under ‘general approval’ upon receipt. Irrespective of whether PLUS issues a full approval for 
the goods upon receipt or just a general approval, PLUS will presume that any damage or partial loss 
of goods delivered by the supplier occurred during the period after receipt for carriage and before 
delivery by the supplier, if PLUS ascertains such damage or loss within 24 hours after delivery and 
notifies the supplier in writing. For this purpose, an e-mail is also considered to be a written form of 
communication during message exchanges. 

PLUS may not be able to take delivery of the goods at the agreed time. In such cases, the supplier will 
mark the goods concerned as being the known property of PLUS and store, secure, and insure them, 
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taking all reasonable measures to prevent deterioration in quality. The supplier will ensure that it is 
stated on its insurance policy or policies that any payments due from the insurance company will be 
paid directly to PLUS.  

PLUS and the supplier will make additional agreements regarding the storage period, which will have 
a maximum duration of sixty working days.  

If PLUS finds that certain products do not comply with the drawn-up or approved specification or 
samples, this will be considered a shortcoming for the entire consignment. This concerns, for example, 
products with the incorrect best-before date, products that have been stored or transported at the 
incorrect temperature, and damaged products. PLUS may then return the goods in question or entire 
consignment (without delay) to the supplier. All costs involved in this process such as freight costs, 
import costs, and removal costs, will be at the risk and expense of the supplier. Furthermore, PLUS 
may demand that the supplier replaces the goods or demand a full refund to cover the costs of the 
rejected goods, and/or dissolve the relevant Agreement in accordance with the provision laid down in 
the General Purchase Conditions.  

After the approval of a consignment of goods, the supplier is not released from their responsibilities, 
including those related to hidden defects. Moreover, approval does not automatically imply that 
subsequent consignments will be approved. 

The supplier will address complaints related to deliveries on working days within four hours and settle 
them within 24 hours. If the supplier fails to resolve the complaint within that period, the complaint 
will then be analysed to find a corresponding solution and/or acknowledgement of their liability. 
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6. RECALL  
It may occur that certain supplied products do not comply to the specified standard because they are 
unsuitable for use or consumption, for example due to abnormalities or potential health risks, or 
because PLUS or the customers who shop at PLUS supermarkets have reason to doubt the quality of 
the product. In such cases, PLUS may decide to recall the affected products from supermarkets and 
buyers. If the products have already been purchased by supermarket customers, PLUS may be required 
to make a public appeal to return these products. PLUS has drawn up a plan for the supplier to follow, 
in case of such a recall known as the recall procedure.  

6.1. Procedure 
As soon as the supplier detects that a product does not comply or has information to indicate that a 
product does not comply, the supplier notifies PLUS. This triggers the start of the recall procedure. 
Upon PLUS’s first request, the supplier will prepare a report within 24 hours containing all relevant 
information and documentation relating to the product in question. The report will include the 
following information: 

 the affected product’s name, GTIN, best-before date, delivery date at each distribution centre, 
number of packages per delivery, order number; 

 the production process of the product in question; 
 the preparation method of the product in question; 
 the product specification of the product in question; 
 a risk analysis of the product in question; 
 any potential effects and/or adverse effects on health from the product in question; 
 names and e-mail addresses of the of the key employees involved who work for the supplier; 
 details of those parties who supplied the product in question to the supplier; 
 any other information requested by PLUS. 
 Method of reimbursing and providing information to consumers of non-PLUS own brand items 

(this is done by the supplier). 

The supplier will report to PLUS on a daily basis with the latest information updates during the recall. 
When the recall procedure is in force, the supplier will be available to communicate by telephone with 
PLUS at any time to consult, provide information, and assistance. To do this, the supplier is required to 
provide telephone numbers as soon as possible to facilitate communication during and outside of 
office hours. PLUS will be the Party that communicates with the NVWA after first consulting with the 
supplier. 

6.2. Return process 
The products in question that have already been dispatched to the supermarkets will be destroyed in 
store. Our logistic procedures are not designed to handle returns through existing logistic flows. These 
will only be returned centrally via the DC in exceptional circumstances and only at the request of the 
NVWA. Any stock in the DC will be returned by definition. The supplier will then collect the affected 
products at the location and time specified by PLUS and arrange for their removal and destruction.   

The supplier will not divulge information concerning the recall to third parties, unless PLUS has given 
prior approval. All costs directly and/or indirectly incurred because of the recall will be paid by the 
supplier.  
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7. SUPPLY CHAIN CONSULTATION 
7.1. SLA  
Parties will seek to improve efficiency and keep control of overall costs whilst implementing this SLA  

7.2. Consultation structure 
To provide an optimal level of delivery service, periodic Supply Chain consultations will be scheduled 
in with PLUS’s Supplier Management Department. The rate of progress will be evaluated during these 
discussions. Any problem areas will be identified and action plans will be made to improve these 
problems. The frequency of these consultation meetings depends on the performance and the size of 
the product range being delivered. 
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8. COMPENSATION POLICY  
It is in the interest of PLUS and the supplier that delivery performance is optimal. If the supplier defaults 
on the agreed KPIs related to delivery completeness, delivery time, and data trustworthiness, an 
improvement plan will be put in place.  

During the initial period of four weeks, it has been established that the supplier does not comply with 
the agreed delivery performance. The supplier will be informed of this shortcoming as quickly as 
possible. It is judged as a shortcoming when the Key Performance Indicators (KPI) do not qualify on 
average as a ‘good’ performance over a period of four weeks. The supplier is expected to have already 
taken action to improve during this period.   

The supplier will be given two weeks to prepare, present, and implement an improvement plan. After 
the improvement plan has been accepted and the supplier has indicated that they have implemented 
it, PLUS will immediately start measuring performance for four consecutive weeks.  

If, after measuring performance for a period of four consecutive weeks, the performance still does not 
qualify as ‘good’, PLUS is eligible for compensation to cover lost revenues. This compensation will be 
calculated from the start of the first period when the suppliers started to perform badly, to the time 
when their performance improved to the agreed KPI level.  

 

This compensation does not affect any possible legal action at our disposal concerning this 
shortcoming, such as the right to claim for damages or to dissolve the agreement.  

No claims will be made for compensation, if there is force majeure as defined by law. Similarly, if there 
is an emergency, which is recognized as such by PLUS, no compensation will be claimed.  

 

 

1st period 2nd period 3rd period 4th period

PLUS Retail

Detecting an incident, addressing 
the supplier.

Assess plan and determine 
implementation.

Measure the impact of the plan over 
four consecutive weeks.

Once the results are sufficient, 
switch to regular measurement. If 
there is no improvement, determine 
the financial impact.

Supplier

Drawing up a plan for improvement 
and present it to plus.

Implement plan immediately if 
approved and indicate when this is 
operational.

Monitor progress and report results 
back to PLUS .

If the impact of the plan is 
insufficient, adjust the plan and 
prepare a proposal to financially 
compensate PLUS.


