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Conveniénce instores and
online puts Screwfix ahead

he efforts Screwfix has made to be
the most convenient retailer for its
shoppers across all channels has
been hugely successful.

The specialist has invested in bricks and
mortar and online with a raft of initiatives that
stunned the judges with their scope and focus
on improving customer experience.

Over the past year, Screwfix opened 60 new
stores for the fifth consecutive year, meaning
that 90% of the UK population now live within
20 minutes of one of its outlets.

While many multichannel retailers have
shied away from bricks-and-mortar expansion
in recent years, Screwfix has made it a pillar of
its growth strategy and plans to open a further
200 stores in the coming years. It is clear this is
a tactic that is paying dividends — like-for-likes
climbed impressively last year.

The growth of the retailer’s estate is
striking, but it is how Screwfix used its
stores to further its multichannel proposition
that stood out.

One judge said: “Screwfix is tirelessly
extending its routes to customers and putting
them at the heart of its development, all while
consistently improving its own retail
performance.” -

The retailer’s click-and-collect service allows
users to collect an item in store five minutes
after ordering it online, or through Screwfix’s
mobile app. The service has proved so popular
that the bulk of Screwfix’s online orders now
come through the app and average customer
spend hasrisen.

The retailer has also forged ahead with
next-day delivery, which it extended to
include Sunday delivery last year. Since
expanding its delivery capabilities, usage of
the service has soared.

Screwfix has developed innovations across
its business without sacrificing the more
traditional elements of its proposition.

The hardware retailer’s catalogue business
continues to thrive and its UK-based 24/7
customer contact centre fields 45,000 customer
queries per week.

The judges were impressed with how
Screwfix’s ongoing investment in multichannel
had created value.

From the 425,000 customers that shop in
Screwfix’s stores every week to the 600,000
weekly visitors to its mobile site, it is clear this
retailer is shrewdly investing in the channels its
customers want to use.

% 03330 112112

SCREVF/X

Tools Hesfinga Eiectical & Bathrooms & Ouldoors Scrows,Nalls& Securityd  Bullding &
Kitchens  Gardening Flrings wonmongery  Joinery W

Plumbing  Lighting
W NEXT DAY DELIVERY - 7 DAYS A WEEK

Homa > Hylp > Click & Collect

1 Register Here Stare Qulok

My Saved
Locator shop List

MmO &z &

Help Topic

SUPPORT
¥ Store Locator

+ Delivery

» Click & Collect

* Returns / Canceliation

» Trade Credit Account

» Contact Us
» Request a Catalogue

b Screwfix & the
Environment o/ COLLECT IN JUST 5 MINUTES
» Health & Safety

* Key Accounts

WEBSITE
INFORMATION

¥ Payment & Secure
Ordering

» FAQ's

CLICK & COLLECT

SAVE TIME, CHECK STOCK ONLINE

+/ CHECK AVAILABILITY IN YOUR LOCAL STORE A s ;
+/ PLACE YOUR ORDER AND PAY ONLINE »

“This is a retailer that knows exactly who
its customers are, and is doing everything

it can to serve them”

The retailer’s multichannel initiatives
created 1,000 new jobs last year, indicating its
investment in this offer is good for the business
as well as its customers.

One judge said: “This is a retailer that knows
exactly who its customers are, is doing
everything it can to serve them and has broken
out of speciality retail to take on larger
competitors by doing so.”

Giving customers the flexibility to shop
however suits them is key to any good
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multichannel offer, and doing so while
delivering impressive growth set Screwfix
apart for the judges.
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