How we deliver the best customer care

Safelincs is committed to customer care. Over 90% of customers strongly agree that they are satisfied
customers. And over 99% agree or strongly agree that they are satisfied customers!

Customer survey monthly results

‘ —a— Customer satisfaction strongly agree

We commit ourselves in writing to customer care standards and communicates these standards to our
customers and to all our staff. This includes a price guarantee, an extremely customer friendly returns
process, which also offers twice the legal returns period, next day delivery service, our free replacement
after fire service and our extremely high supply precision.
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To measure customer satisfaction, our customers receive a questionnaire asking them to rate eg our
products, our helpfulness, shipping quality and to indicate areas of improvement. The results of the survey
are viewed and acted upon on a daily basis. Any negative comments are immediately followed up to achieve
a positive solution for the customer.
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On top of this our customer service team holds weekly customer care reviews, where we discuss all
comments from our customer survey collected over the last week. Longer lasting solutions are
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discussed in this meeting. Customer comments are displayed on the website
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Our customers can review the products they have bought from us. These reviews are published on our
website and discussed at the weekly customer survey meetings and have lead to many product
improvements.
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We hold monthly quality reviews enabling us to address any supplier quality issues. Quality problems pro-
actively avoided achieve a high customer satisfaction.

We have launched a new page review system giving our customers the option to notify us of any issues
specific to individual web pages.
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To achieve the highest shipping precision, we use a quality barcode scanning system. Products are also
age controlled to ensure that our customers only receive products with a full lifespan. We have tight
stock control and implement a first in first out procedure. We carry out regular stock takes to ensure
that our stock levels displayed on the website are as accurate as possible.

Our achievements

Our largest achievement is that our customers come back to us and also recommend us. 23% of customers
are repeat customers or have been recommended.

We are also proud about our free services that we provide, for example a free reminder service, regardless if
you have made a purchase from us or not, to remind customers to test smoke alarms or other fire safety
equipment. This service is endorsed by the government’s Fire Kills campaign.

We have won many large tenders one of which for the supply of 129,000 Co alarms to the residents of
Kirklees over a period of three years. We have also won the tender to supply the Catholic Church Market
Place, a purchase portal, supplying potentially to over 7000 Catholic organisations.

How we differ from others



Safelincs is pro-active and our customer service is ingrained in the company fabric. We do everything onsite
including web design and development. This means that issues raised in the customer survey or product
reviews can be resolved quickly, often the same day.



