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CUSTOMER 



ACHIEVED THROUGH FOUR CUSTOMER PROMISES 
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Formula For Growth:  
Customer Promises 

More 
Customers 

More 
Products or 
Services in 

Basket 

More Visits 

PRICES YOU 
CAN TRUST 

QUALITY YOU 
CAN TRUST 

RANGE YOU 
CAN RELY ON 

SERVICE THAT 
WOWS 
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Car Parc Continues To Ageé 

Source: Department for Transport, BCA Used Car Market Report 2013, CAP 
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éAnd Are More Complex 
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éStarting To be Driven More 

Vauxhall Adam 

72 versions 

7,290 possible 
combinations of 

options 
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3Bs: opportunities to sustain 
growth 

Exploiting the changes in 
technology 

Increasing car-specific 
consumables 
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Car Maintenance 



Workshop: a focus on quality, the right 
range and leveraging a                     
more-aggressive promotional strategy 

Lifetime quality guarantee on             
Halfords Advanced socket sets 

Introducing Halfords Essentials: a clear 
private-label hierarchy 
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Car Maintenance 



DAB: a longer-term play 

Partnership with suppliers such 
as Pure important for 
innovation in Audio 

Sat Nav will remain challenged 
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Car Enhancement 



Wearable fitness 
technology is a growing 
trend 

Camping now  
focused on two key 
markets:                
families and festivals 

Roof storage:                
single pricing 
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A step change in our premium 
range 

New brands and extended 
ranges this summer 

Boardman at the heart of our 
premium range 
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Largest relaunch of own-label 
brands 

Apollo: the UKôs biggest bike 
brand 

Carrera: 2nd-largest bike 
brand 

Junior bikes: a step change in the 
offer 
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PACs at the core of our 
Cycling strategy 

Building further capability 

Larger ranges extended 
across our stores 
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Cycle credit: adding value for 
customers 

A Summer Of Cycling: in-
store and online 

TDF ranges across Boardman, 
Pendleton and Carrera 
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Phase 1 of redesign 
completed: great customer 
feedback 

Halfords app relaunched 

Two further site updates 
to enhance customersô 
experience 

Tablets in store 
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Increasing the number of kidsô  
bike clubs 

Partnership with the Scouts 
Association 

Re~Cycle partnership goes 
from strength to strength 

Halfords very much a part of the 
community 

Community Engagement 
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Commercial Summary 
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Category growth based on a customer-focused strategy 

 Car Maintenance and Cycling opportunities 

Online Retail: a good start, more to do 

Community engagement underpinning our specialist credentials 



 
Rob Swyer 
Retail Director 

 

 



Commercial 
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My Background 

20 

TEAMS 
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Getting Into Gear:  

Giving Clarity To Every Colleague In Every Store 

Help And 

Inspire Our 

Customers 

With Their Life 

On The Move 
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Great Place 
To Work 

ÅWeôre all colleagues: one team 

ÅGenuine concern for colleagues 

ÅCommitted to our local communities 

ÅFull, clean, inspiring stores 

ÅContinuous improvement 

ÅActing like an owner 

ÅAlways going the extra mile 

ÅPassion for solving customer issues 

ÅLinking the                                                                     

omnichannel world 

ÅUnrivalled auto fitting 

ÅIndustry-leading  

   cycle repair & service 

ÅOne Halfords 



Key Focus: A Great Place To Work 
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Recruit, Retain And 
Recognise Colleagues 

Embed 3-Gears 

Focus On 
Engagement 

Drive Colleague 
Development 

54,835 online 

applications 

36,727 

screened 

3,040 telephone 

interviews 

1,027 offers 

made 

RECRUITMENT GEARS 



Key Focus: Stores To Be Proud Of 
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Strengthening Operational 
Standards 

Driving Continuous 
Improvements In Store 

Supporting The Refresh 
Programme 



Key Focus: WOW Every Customer 
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Customer Is The                         
Most Important Person 

Solving Customer Issues Based 
On Passion And Knowledge 

Colleague Appearance 



Key Focus:  
Services That Make Us The Best 
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3Bs 

Travel Solutions 
fitting 

Cycle Repair 



Stores Fit To Shop 
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Deliver Better Standards In 
Existing Stores 

Develop The Refresh  
Concept 

Execute The Rollout Programme 



A Framework For Stores To Be Proud Of 
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1. Invite Me In 
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2. Showcase 
wefit /       
Cycle Repair 

A Framework For Stores To Be Proud Of 
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3. Customer 
Guidance 

A Framework For Stores To Be Proud Of 
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4. Reallocation 
Of Space 

A Framework For Stores To Be Proud Of 
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5. Enliven 
Customer 
Journey 

A Framework For Stores To Be Proud Of 
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6. Relevant 
Digital    
Touch-points 

A Framework For Stores To Be Proud Of 
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7. Showcase 
Colleagues 

A Framework For Stores To Be Proud Of 
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8. Communicate 
Value 

A Framework For Stores To Be Proud Of 
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9. Considerate 
Customer 
Experience 

A Framework For Stores To Be Proud Of 
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10. Category 
Icons & Stories 

A Framework For Stores To Be Proud Of 



The Transformation At Coventry 
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Before Before After 


