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Summary



1930s i 1950s
~ Specialist ranges and expert assistance
~ Counter Service
1960s 7 1970s
~ Self service brings better value
~ Emergence of Category Killers
1980s - 1990s
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~ Supermarkets face discounters
~ Rebirth of customer help i.e. bag packing
2010

~ Discounters bring low prices in food and selected
general merchandise

~ Web brings huge choice and price transparency .,;:9' ,‘:“

Retailers must innovate and differentiate through service
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The rebirth of service is evident on the high street

John Lewis

Best Buy

Service
Softi Expert Advice
Hard i Fitting

Spontaneous i We Go the Extra Mile
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Service is a key driver within our growth plans

Origins

= Small high street stores

-~ Out of town in Early 90606s

= IPOT July 2004

~ Dynamic independent retailer i 469 Stores + T/O £800 mill
= Market leading mix of Motoring and Active Leisure products

A Company on the Move

— Broadening customer base and product offer
— Developing business through service

= Long term sustainable growth

We Go The Extra Mile
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Diverse and complex product range

Bulbs Oil

Child Seats

Roof Boxes Bikes 7



