


“Without change on how the KBB
industry approaches installation quality,
unsatisfied customers and associated
negative press will continue, which is bad
for business and in turn the economy.

“We now have a unique opportunity to
work together on installation standards,
which is not only long overdue in

The Right Honorable Brian Binley MP my opinion, but also timely.”

& iKBBI Patron - July 2011

xecutive Summary

The fact is that the kitchen, bedroom & bathroom market is in competition with other industries for
an ever decreasing amount of disposable income. Negative noise around the home improvement
market, and in particular KBB installations, continues and is bad for business. Even those

retailers who operate a robust and effective installation proposition today will be affected

by those consumers who choose a holiday or new car over KBB product and services.

The iKBBI Installation Standards Pledge will help the industry reduce the threat of bad
publicity caused by poor installation standards, increase customer perception of the KBB
brand & customer satisfaction, boosting sales & profitability and reducing cost.

The pledge can help retailers to achieve this with no cost to them whilst requiring very little time and
providing minimal distraction from their current activities. It will require a meeting of great minds, but

the pledge will be paid for by the industry professional - the installer - as it is in most industries.
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The Institute of Kitchen, Bedroom & Bathroom Installers, founded in 2007, is the
UK'’s first and only industry supported, government sanctioned and non-profit making
organisation dedicated to kitchen, bedroom & bathroom installations®.

Background

It’s certainly turbulent times for domestic kitchen,
bedroom & bathroom (KBB) installations as recent
press coverage of less than satisfactory installations,
carried out by some of the industry’s biggest brands,
has highlighted problems we face within the sector.
This negative press attention doesn’t help an

already nervous consumer as confidence within the
home improvement market continues to weaken.

The BBC & consumer magazine Which? are good (or
bad) examples of recent negative news specifically
aimed at the KBB industry and whilst the press

may fail to provide a full story, omitting details of
installations that run smoothly, they do make a

valid point and has depicted in their own way some
shocking examples of poor workmanship and service.

This, as I'm sure you will appreciate is only the
tip of the iceberg, as installation related issues
are spread far beyond the major retailers.

As an industry, we should not be satisfied by the noise
that installation standards continue to create and whilst
the major retailers aren’t responsible for the majority

of installations undertaken they are high profile and
subject to intense scrutiny. We're confident that the
major retailers will not be happy that any portion of
their customers are less than satisfied by the service
they sell and that they are continually being targeted

by the press as a result of an industry wide problem.

Negative press around installations is bad for
business, which in turn is bad for everyone
associated with the industry.

Do we simply bury our heads and continue to hope
for the best?

How do we tackle this?

Multiple retailers are responsible for the minority of
domestic installations in the UK, however they are high
profile and often an easy target for criticism.

The major retailers can have a positive (or negative)
impact on the industry in general and have the ability,
weight and resources to lead the way if they choose and
have an important role to play in terms of due diligence
and corporate responsibility. We believe that the high
profile multiples is a great starting point to begin the
process of change.

As an industry we act very differently to many others
who see commitments to a joined collaboration in
developing, measuring and raising standards as a must.

Collectively we shouldn’t be distracted by ‘badges’
that help us simply sell more, but instead look

towards initiatives that offer real commercial value

by understanding where we're going wrong, and ones
that support ongoing improvement. The type that
feeds back to the business what the customer actually
experienced, whether they're happy and importantly
whether this is a true reflection on what the business
reports. A more “hard-nosed” approach to prevention
is simple and effective if undertaken (and received)
professionally.

The Installation Standards Pledge is a completely
different way to approach the problem, and may
include investment, but the question must be:

“what has the recent bad press cost our industry
for those who choose the holiday or new car above
what’s portrayed as a potential nightmare?”

Notes:

1: The Institute of Kitchen, Bedroom & Bathroom Installers Limited (iKBBI) is Secretary of State sanctioned & not-for-profit registered in
England & Wales (06533488). For more information about the iKBBI, visit the industry website www.ikbbi.org.uk or the consumer website:
www.professionalfitters.org




The Pledge
Installation Standards Pledge

Driven by iKBBI Patron, The Rt.Hon.Brian Binley MP and
working with key industry businesses, organisations

& leading industry press, the iKBBI is launching an
initiative to raise KBB installation standards in the UK
to benefit all key stakeholders - The manufacturer,
distributor, the retailer, installer and consumer.

Due to the size of the industry and mammoth task
ahead, there are unfortunately no magic wands
available and whilst the initiative doesn’t have to be
over complicated, it will require a joined up effort
over a period of time. The current situation in the

industry will not improve by not being involved,
and equally it cannot worsen by being involved.

Individual companies may be wasting valuable
resources by all fighting individual battles, however
a more joined up approach by working together
will pack a bigger punch for the same effort.

The Installation Standards Pledge therefore is split
into 5 phases over the first 12-18 months and initially
is targeted at 9 specific high profile retailers*

industry presence & relevance are:

B2Q

Those retailers invited to participate, and chosen by their

TESCO

= :
W Wickes HOMEBASE mﬁo

Y- ] Magnet

KITCHENS & BEDROOMS

Notes:

1: The retailers listed within this document are invited to pledge their support: B&Q, Homebase, Ikea, Intoto Kitchens (Alno Limited), John
Lewis Partnership, Magnet, Tesco Kitchens & Bathrooms, Wickes & Wren Kitchens. Retailers are selected and invited without prejudice and
the decision made purely based on their industry presence. The Pledge is reliant on reputable businesses participating and committing to the
pledge, The iKBBI believe the retailers listed within this document fulfill this requirement. Use of the retailers and name and logo within this
document is not an indication of their support of the iIKBBI or indeed the Pledge at this stage.




Installation 7 4
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The 5 Phases

Installation Standards Pledge

Whilst the five phases form an integral part of The Installation Standards Pledgeg, it is the aim of the iKBBI to work
with those who pledge their support to develop the phases over time, creating an initiative that will deliver mutual
benefit that is fair, realistic, robust, cost effective and one that will deliver results.

The pledge therefore will be the work of a collaboration of reputable businesses and supporters, and not
something that is forced upon those who participate, or indeed targeted at those who fail to perform currently.

Phase One: Agreeing the foundations

¢ Commitment to the pledge from invited retailers & core supporters by 19/8/11
¢ Involvement in initial press release for September circulation

e Attendance at November Parliamentary launch event

Phase Two: Developing the standards & addressing future recruitment

¢ Retailers to submit their current installation standards document(s)*
¢ Commitment from retailers that all future installers recruited are independently accredited by the iKBBI?

e An option for retailers to nominate current core installers to become independently accredited®

Phase Three: Launching the foundation standard

e Creation of the UK’s first set of foundation standards following a collaboration of knowledge
e Foundation standards to be integrated within the retailers own policies and procedures*

¢ New standard to be launched internally & externally via a further press release

Phase Four: Formatting & undertaking measurement activity

¢ Retailers to set measurement criteria to include format & costs®
* iKBBI to deliver agreed & independent measurement through programme of operational and onsite auditing

* Results to be fed back through to respective channels with the objective of ongoing development

Phase Five: Phasing in independent accreditation & agreeing next stage strategy

* Retailers to phase in independent accreditation for all installers (current & future installer resource)
* Formulate strategy for next stage roll out (see future considerations)

¢ Plan ongoing measurement activity with recommendations from Phase Four

Notes:

1: Standards will be collated with information pooled. Sensitive information will not be shared with third parties, nor will information be
published without prior consent. 2: Independent accreditation will include verification of installer’s core credentials to include experience,
legal status, insurance provisions (public & employers liability), gas & electrical credentials (to include their subcontractors), criminal
background checks. The installers are responsible for payment of accreditation costs, in the same format that the gas industry adopts (ie. to
work with gas, independent accreditation is achieved through membership to The Gas Safe Register™). Accreditation via the iKBBI will cost
£180+VAT per installation team, which is payable on application. Payment can be spread via the Direct Debit scheme at no extra cost. 3:
Participating retailers have the option to nominate current core installation partners to become accredited with the iKBBI. This is completely
voluntary at Phase Two stage. 4: The foundation standards are not intended to replace the current policies and procedures adopted by the
respective retailers, but to enhance and set a foundation which retailers can use to build their own models around standards. 5: The Institute
of Kitchen, Bedroom & Bathroom Installers Limited is a registered ‘not-for-profit’ organisation, registered in England & Wales (06533488)




Future considerations

The first five phases of The Installation Standards
Pledge are intended to start the process of change
within the industry. Initial objectives will include the
sharing of agreed, non-sensitive & non-prejudice
information relating to individual installer performance
to tackle problem installers from moving onto new
retailers without challenge.

Not too dissimilar from the football pyramid, the Pledge
is intended to roll out across all tiers of retailers in

Large Multiple Retailers

Medium Sized Multiple
Retailers

Regional Retailers

the UK over time, with this first 12-18 months of
activity aimed at the high profile retailers with the
most significant market share (and most resource &
influence).

In time, the pledge will be open to all retailers,
regardless of size of operation, and will eventually filter
to the smaller independent retailers at grass root level.

Phase 1-5 of the pledge

Could Phase 6 and beyond
start with KBSA members?

Small Independent Retailers

Why pledge your support?

Over time, and on the strength of The Pledge delivering
measureable results, we see the initiative becoming

a useful consumer tool providing an independent

and informed choice. In addition, this is a tool for
reputable retailers and installation businesses to reap
commercial rewards through cost effective measures
and development of internal policy.

Retailer benefits:

* Be part of something revolutionary within the
industry... a hot topic

e Share the positive press this will create to support
your own objectives

* Use the pledge to identify strengths, weaknesses,
threats and opportunities and develop internal
processes to strengthen the overall proposition

¢ Validation of internal procedures and customer
satisfaction via internal & independent auditing

* Provide opportunities for commercial cost savings

Positive change is necessary if we're to address
installation standards. Negative noise is bad for
business with significant and largely unknown
commercial costs. Coupled with the burden of remedial
costs, it makes economic sense to address the root of
issues in a proactive and collective approach.

e Finally rid the culture of one retailer passing on a
problem installer to another... force out the rogue
traders by sharing selected and agreed information
on installer performance and customer service -
Avoid movement of poor installers between retailers

e Use the iKBBI pledge to positively market your
own installation proposition - use of the iKBBI
installation standards pledge logo

e Use of an optional independent arbitration service
for disputes with customers over issues covered by
the Foundation Standards & Guidelines Document



Installation
Standards Partner,

Why pledge your support? cont.

Supporter benefits:

Whether you’re a manufacturer, distributor, retailer, e Share your support with your clients & contacts to
member of the press or a key industry contact, help spread the word
installation standards will affect your business or

. e Areduction in installation related issues and a rise
organisation

in installation standards will benefit all those within

* Pledge your support and endorse professional the industry, and this is your chance to support an
standards initiative with an objective to achieve just that.

* Be part of something significant within our There’s no cost whatsoever for general
industry... a real first that we can all be proud to be supporters.
a part of

What are the boundaries of the pledge?

It's important that those supporting the pledge understand what’s involved, but importantly what’s not.

The pledge does not:

* Involve individual retailer pricing policies, or e Share confidential of commercially sensitive

contracts / agreements with respective installers information with any third party, including those
who are part of the initiative. We will engage in
confidentiality agreements if requested to protect
brands

e Share contact information of those installers
registered with retailers specifically

In conclusion

A unified approach to tackle installation standards is an important step that the industry now needs to take.

The iKBBI are ideally placed to drive this initiative, not only in terms of its experience & independence, but
also from a motivational perspective considering its not-for-profit status in law. With the support of reputable
businesses within the sector, the objective of raising KBB installation standards is not only achievable, but
essentially beneficial to all key stakeholders from an ethical and commercial point of view.

We should not accept that standards could be better and hope for the best. 2011 is our chance to do something
positive and change the industry for the better by cementing solid foundations based on great installation
standards. This will provide a robust platform to build sustainable commercial enterprise to the benefit of all.

What next

We'll be moving quickly to identify pledge partners in order to prepare for the September press launch and planning
of subsequent activity. An initial Press Release will be circulated in mid August for publication in September, so we
are working to a tight deadline.

We are therefore seeking a response from supporters and invited retailers by 19th August 2011.

Formal response are required in writing to:

iKBBI (Installation Standards Pledge) Or by email at:
29th Floor, 1 Canada Square o
London E14 5DY pledge@ikbbi.org.uk

We also invite questions by email to pledge@ikbbi.org.uk

or by calling 020 7712 1558 during normal office hours.




iKBBI

Institute of Kitchen, Bedroom &
Bathroom Installers

www.ikbbi.org.uk

www.professionalfitters.org

IKBBI (Installation Standards Pledge)
29th Floor, 1 Canada Square
London E14 5DY



