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JAMES WILDEJAMES WILDE
C H I EF  EXEC U T I VEC H I EF  EXEC U T I VE



Notes:

3.

H YG IE N E  S E RV IC E SH YG IE N E  S E RV IC E SH YG IE N E  S E RV IC E S
2003 PRELIMINA RY R ESU LTS

Company
Operating Profit

CompanyCompany
Operating ProfitOperating Profit

£455.4m£455.4m£455.4m

Company
Tur n over
CompanyCompany
Tur n overTur n over

£2,471.1m£2,471.1m£2,471.1m

44.5%

30.7%

UK                                    U K                                         181.9    181.9                     (3.6)                    (3.6)

Conti ne nt a l E ur op e            486.8Contine nt a l E ur op e            486.8                       4.5                      4.5

Nor th A meri c a                         6.0Nor th A meri c a                         6.0                     (4.6)                    (4.6)

Asia P ac i f ic  &  A f r i ca             83.4                     1.8Asia P ac i f ic  &  A f r i ca             83.4                     1.8

TURNOV E R                           758.1     T UR N OV E R                           758.1         2.0    2.0

OPERATI N G P R OF IT            202.6OPERATI N G P R OF IT            202.6                    (3.6)                   (3.6)

2003                %  i n c r e as e
 £ m                  o ve r  2002

at con st an t 2003 avera g e exch an g e ra tes
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Notes:

4.

UK HYGIENE SECTOR

HENRY CHANDLERHENRY CHANDLER
SECTOR M A NA GING DIRECTORSECTOR M A NA GING DIRECTOR

4.



Notes:

5.

KE Y OBJE CTIV E TOD AY

T o  e xp la i n :

• B ackground to timing of the turnaround

• Our respons e to and c onfid enc e in  the market

• D ynami cs of ma rg in

5.



Notes:

6.

PR ESE NTA TION C ONTE NT

• B ackground

• The Brie f

• What I fo und

• P lan  fo r mu la tio n

• A ctions

• Time plan of actio n s

• S u mm ary

6.
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7.

BA CK GR OUN D

• D ecline in portfoli o of a nnuali sed c ontracts  and
turnove r sinc e 2000

• In e ffective s ell ing im pacting new bu sines s wins

• Product ra ther than  service based busine ss

• More  sophistic ated market

• S ignif icant change  to qua lity  vers u s pric e env ironmen t

• Signif icant growth in  nationa l ac counts/FM buying o f
washroom  servi ces  in pa rticul ar

7.



Notes:

8.

TH E BR IEF

   De li ve r:

P or t f o li o  an d t ur n o ve r  g r ow th

Prot e ct i ng  t he  m arg in

Prep are  t u rn aro un d p l an  f o r eac h  wi t h p ri mary  fo cu s  o n wa sh roo m:

Wa sh room  Serv ice s

F lo o r care

Gar men ts

F la t  L i ne n

   N o t  a  c o st  cu t ti n g,  sh ort  t er m , q ui c k f ix  so lu t i on

8.
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9.

WH AT I FOUN D

• Re nt ok il & e x  BET bus ine s se s

• Unc ons ol i dat e d s er v i c e  st r e a m s

• ‘ I n  m a r ke t ’  c o m p e t i t i o n

• F a i l u r e  t o e x p l o i t  ‘ f o o t p r i n t’

• Out s ourc e  co ntr ac t

• L a c k o f  c o - or d i n at i o n / i n t eg r at i o n

• La c k of  e v ol ut i on

• S al e s  f ocu s

• Br a nc h ba s ed  bus i ne ss e s

• Produc t  fo cus e d

• I nw ar d  fa c i ng,  not  cu st om e r  f oc us ed

9.
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10.

OPPOR TUN ITIE S

• Tw o  l a r ge  bus i ne ss e s

• Bi g  ‘ fo otp r i n t s’  w i t h  l o w  o v e r l a p

• Lim i te d p r oduc t / se rv ic e sa le s

• Lim i te d m ar ke t  pe net r a t ion

• Cro ss  s ell ing op port unit i e s

• Ra nge  s ell ing op port unit i e s

• E xi t  t hi r d  pa r ty  a gr e e m e nt

• De n s i ty  s e l l i n g

• Com pe ti t or  d i sp l ac e m e nt

• FM  & i nte r na l  s y ne r gi e s

• ‘Ou ts ourc i ng ’

10.
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11.

SE RVIC E S TRE AMS

11.

XXXXRe t ai l

XXXXI n d u st r i a l

XXXXHe a l thc a r e

XXXXHos p i t a l i t y

XXXCom m e r ci al

F lo o r careHo sp i tal
L in enL in enwear4workMe di calW ash ro o m

X



Notes:

12.

PR E-P ROGRAMME  SER VIC E PA TTE RN
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13.

DE NSI TY S ERV ICE & SE LLIN G

13.



Notes:

14.

DE NSI TY S ERV ICE & SE LLIN G
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Notes:

15.

RE-PR OGR AMME SERVICE PATTER N

15.



Notes:

16.

DE NSI TY S ERV ICE & SE LLIN G

16.



Notes:

17.

FU TUR E MAR GIN T REN D

• Lea d  & increm ental  se rv ices

• F ac ilit y ma n ag em en t b u y ers (&  N atio n al A cco u n ts)

•  R an ge  &  d en si t y b uy er s

• Other mul ti-se rv ice – e.g. cle an i ng  co nt ra ct o rs

• P remi u m pe rc eption

• S ervic e e ffici encie s

• R entokil In itial se rv ices  positioning

17.
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18.

18.

1 2 3 4

Discount per additional
unit sale

Incremental profit per
additional unit sale

Cost per additional unit
sale

COS T & D ISC OU NT  DYN AMIC S



Notes:

19.

19.

ROU TE D ENS ITY & DI SCOU NT D YNA MICS

1 2 3 4

Average Units per Location

Minutes per Route

T r a v e l  t im e  s a v e d
D is c o u n t  g i v e n

Net Benefit



Notes:

TH REA TS

• C o mpeti tion m o re agi le and i nnovati ve

• Profess ional buying at FM/na tional acc ounts level

growing rap idly

• Market expec tations  of rang e and servi ce i n creas ed

• IT playi ng si gnific ant rol e in custom er int erface

• Greater R& D input now expec ted by  cust omers

20.

20.
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BU YIN G BEH AVI OU RS

• 2-Direc tio n a l  p r ici n g  mo d e l

• R elia b ili ty /  co n si sten c y / val u e ad d

• A esthet ics

• T e c h n o lo g y

• In c re asin g  audit  trail / re porting POD  / In sight

• H ealth  & S afety

21.

21.



Notes:

ST RAT EGIC A CTI ON S

• R evis ed / re-la unched propo sitio n

• Servic e / products / fu ll ra nge

• Promotio nal a ctiv ity / website

• R oute to marke t

• M u ltip l e ‘e n try’ p ro d u cts /  se rv ices

• R &D  - scie n ce

22.
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Notes:

UK HYGIENE SECTOR

PETER WEBSTERPETER WEBSTER
INITIAL HYGIENE MANAGING DIRECT OR INITIAL HYGIENE MANAGING DIRECT OR

23.
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Notes:

BU SIN ESS  STR EAMS  TUR NOVE R

• P r ima ry
• Wa sh ro om c 45%

• F lo o r care c   5%

• Gar men t s             c 20%

• L in en c 15%

• S p eci alis t
• Me di ca l

• A i r  &  Wa t er            c  15%

• T rea tm en t s

24.

24.



Notes:

KE Y ST ATIS TIC S

• N ationa l net work

• 49 branche s

• 14 laundries

• 600 loc al de liv ery v ehicl es

• 100 HGV distribut ion ve hicl es

25.
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Notes:

“So  wh at h as ch ang ed i n th e la st
18 month s?”

26.
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Notes:

3,500 employees

En lar ged sales team to 330

27.

PEOPL E

27.



Notes:

28.

SA LES  HEA DC OUNT

0

100

200

300

400

2002 2003 2004
Direct 141 175 194
Support 98 88 88
Sale s M g t 15 11 19
Nati onal 16 26 29
Tot al 270 300 330

28.
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MAN AGEMENT

• 25% ma nagement c h anges

• Specialis t suppo rt mana geme nt

• S tructural  chang e

• Measurem ent

• R ebuil d ing ope ra ting proc esse s

• FM/n ational a ccounts  spec ialists

29.

29.
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ROU TES  TO MAR KET

• Fie ld sa les force effec tive in l o cal marke ts

• N ationa l ac counts

• A d vertis ing

• P.R. c ampa i g n s

• Tel e-sel ling

• D evel oping e -procurement opt io n

30.

30.
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NE W B USIN ES S SA LES

• Major U K  fiel d sa les force

• Inc re ased sal es m anagem ent

• Syste m ba sed re port ing and  planning

• Im proved re cruitme n t proce sses

• N ew induc tion a nd on-going  deve lopme n t train ing

• Inc re ased sales s upport sys tems

31.

31.



Notes:

NA TIONA L A CCOU NTS

• P revio u sly ‘farm ing’ b ased

• Strong rec o rd  of cu stomer service

• N ew ‘hunting’ te am in  place

• Market re searc h  sys tems

• Segme n ted a pproach

32.
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MAR KETING

• N ew Ma rketin g Director a ppointed

• Market re searc h  acti vity

• N ew ‘E li te’ pro duct range  la unched

• N ew washroom sal es proc ess

• N ew  p r ici n g  mo d e ls

• in i tial wa sh ro o ms.co.uk

33.
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34.

34.

BRAND IM AG E

34.



Notes:

SE RVIC E

• Focus  on ‘servic e c u lture’

• Inc re ased deli very capabi lity

• Inc re ased servi ce m anage ment

• Elec tronic p roof  of de live ry

• R outing s ynergie s roll -out

• R outing e ffici ency software on tria l

• C ontinued inve stment  in proc essi ng

35.

35.



Notes:

INN OVAT ION

• U n ique pro ducts a nd se rv ices

• R esea rc h and De velopm ent

• Mi cro b io l og i cal

• Wa sh ro om  e qu i pm en t

• Mo ni t o r in g  t e ch no l og y d eve l op me nt s

• In -hou se manufac turing

• Hardware

• C he mi ca l s

36.
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WASHROOM
PROPOSIT ION

37.

37.



Notes:

PR ODUC T ST REN GTHS

• R esea rc h &  D evel opment

• In -hou se s upply chain

• Product differentiation

Solar Airfresh

38.
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39.
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AIR  FR ESH ENI NG

• Lea d  product ‘E lite ’ Sola r Airfresh

• Light as powe r source

• U sage learni ng

• Twin  c anist ers

• Indus try le adin g

• Ozone  genera tion

40.

40.
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SA NITI SAT ION  TR EAT MENT S

• U n ique servic e offe ring

• A n ti-bac terial  / anti-s cale

• C o mbats  the “sne eze effec t”

• In i tial  treatm en t

• D o sing syste m

• R egular maintenance  serv ice

41.

41.
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FE MI NINE  HY GI ENE

• T rad it io n al lea d  serv ice

• U n it rem o val  and re place ment servi ce

• Lic ensed wa ste disposa l

• U n iq u e  h y g ie n i c  ‘ A u t o  L id ’

• H igh s ervice  dens ity

42.
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HA ND  DR YING

• T rad it io n al lea d  serv ice

• Three syst ems avai labl e

• T he  l i ne n  ro l le r to wel
    (the users’ preference)

• P ap er  su p pl y

• Wa rm ai r d ryers

• Tele sa les support

43.

43.
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WA SH ROOMS FOR THE  DISA BL ED

• C h anges in l egis lation

• C areful revie w of product range

• C onsulta tion

• N ew range launc h

• K ey a d vice  source  for c u stome rs

44.
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FL OOR CAR E

• Establishe d serv ice offering

• Wide  product range

• Logo mats in crea sing in  popularity

• Market potentia l i n  the UK

• D istribut ed vi a l o cal branch ne twork

• S o ld  b y al l sa les  team s

45.

45.
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WOR KWE AR

• Launc h of Initia l wear4work

• In te grated s ervic e for majo r account s

• Gar men t  man uf a ct u r i ng  a nd  su pp l y

• Ma na ge d ma j or si t es

• Loca l branc h  base d se rv ice

• I ni t i al  Te xt i le s S er v ic es

46.

46.
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LIN EN

• H o spita lity sec tor

• H o tel ro o ms

• B ed  li n en

• T owe ls

• R estaura nt li nen

• T w o  d e l iv e r y  o p t io n s

• D i r ec t f r o m pl an t

• L oc al  bra nc h d el i very

47.
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Notes:

UK HYGIENE SECTOR

HENRY CHANDLERHENRY CHANDLER
SECTOR M A NA GING DIRECTORSECTOR M A NA GING DIRECTOR

48.
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TU RNA ROU ND P ROGRA MME

Ne w  s e ct or  f or m ed  & s ec t or  M D a ppo i nt ed

M an age m e nt  r e s tr u ct ur e  c om m enc e d /
Tw o  m a i n bu si n es s es  c om bi ned  /  S er vi c e s r ef oc us ed

I T  S y st e m   p r o g r e s si n g  /  Co m b i n e d  m an ag e m e n t  a n d  s a l es  f or c e
i n  p l ac e  /  N a t i o n a l  A c c o u n t s  f o r m e d  /  ‘ El i t e ’  r a n g e  l a u n c h e d

W as hr o o m  s ol u t i o n s l au n che d / Ma r k e ti n g  D i r e c to r  a p p o i n t e d /  
S al e s  he ad cou nt i nc r ea s ed

Ne w  M D a p p o i n t ed

S i n g l e  b u s i n e s s st r u c t u r e  es t ab l i s h ed
S al e s  t r ai n i n g  c o m pl e te d  /  Sa l e s m a n ag em en t  i n st a l l ed

Rou ting  & s er vic ing  st ra t egy  pl an def i ne d
Br a nc h ne t w or k  & s e r v i ce s  r e st r uc t ur e d 
Ne w  be s pok e se r v i c e v e hi c l e s i ss ue d 
Re s tr uc t ur e  of  l i ne n &  ga r m e nt s b r an che s

H2

Q1

Q2

Q3

Q4

Q1

Next
S te p s

2002

2003

2004

49.
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50.

JAMES WILDEJAMES WILDE
C H I EF  EXEC U T I VEC H I EF  EXEC U T I VE
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SU MMARY  & QU ESTI ON S

51.

51.


