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16th October 2017  
 
Dear Mr Cruse, 
 
Thank you for your email dated Wednesday 11 October in relation to the Business, Energy and 
Industrial Strategy Committee evidence session being held on Tuesday 24 October at 10.45am 
regarding the issue of electrical goods safety in the UK. 
 
We are keen to assist the Committee and provide key learnings of our experiences and insights from 
our tumble dryer modification programme. Unfortunately, due to existing diary commitments I am 
unavailable to attend on Tuesday 24 October so please find below a written update that summarises 
our experiences and learnings. We have been pleased to share these learnings previously with 
officials at the Department for Business, Energy & Industrial Strategy, as well as other third parties 
including Electrical Safety First, and I hope that the Committee also finds these useful. 
 
Firstly, allow me to provide the Committee with some overall context for the programme.  By way of 
background, Whirlpool Corporation acquired Indesit Company, including all its brands, Hotpoint, 
Indesit and Creda in October 2014. Following the acquisition, Whirlpool’s global safety team worked 
with Indesit to review its product portfolio. It is the outcome of those investigations that led Indesit 
to proactively raise the issue for further consideration with Peterborough Trading Standards and it 
was determined that further action was required. Accordingly, we instigated a modification 
programme for those tumble dryers affected. 
 
Effective communication with consumers and encouraging registrations is vital to the success of 
corrective action programmes such as this. As set out below, we have undertaken a wide range of 
actions and have continually adapted and introduced new measures to help us reach as many 
consumers as possible. 
 
 
Direct correspondence 
Of all the means of communication Whirlpool has pursued, direct correspondence with consumers 
has proved to be the most effective method of encouraging people to engage with the campaign. 
 
We are proud to have one of the highest consumer appliance registration rates and consumer 
databases in the industry. This meant that we were able to directly reach a very large number of 
people within a matter of weeks. 
 
Using our data and that of our retail partners, at the start of this campaign we were able to quickly 
write to 3.8 million consumers who potentially owned affected dryers. Since then, we sent millions 



 

Whirlpool UK Appliances Ltd 
Morley Way, Woodston, Peterborough, PE2 9JB 
Telephone: +44 (0)1733 568989  Fax: +44 (0)1733 341783 
Registered Office: Peterborough PE2 9JB – Registered in London 106725 – VAT No 513936740 
 
www.whirlpoolcorp.com 

of additional follow-up letters urging consumers who had not yet engaged with us to register for the 
issue to be resolved and also to inform consumers of our updated usage advice. 
 
To date, we have registered 1.74 million consumers, and of these, we have resolved 1.65 million of 
these cases (which is 95% of registered consumers) through modification of their appliances, or 
replacement under our optional product exchange scheme mentioned below. . Our resolution rate 
under this campaign is currently more than 50% of the total number of appliances that we estimated 
would now naturally be in the market based on a typical product lifecycle. This is more than double 
the proportion typically achieved in a product recall, as reflected in a recent government report: 
(https://www.gov.uk/government/uploads/system/uploads/attachment_data/file/500422/bis-16-
69-consumer-product-recall-government-response.pdf) 
 
Whirlpool is aware of approximately 86,000 consumers who have registered their affected dryers 
with us, but despite repeated efforts on our part, have not yet arranged an appointment for one of 
our engineers to visit them and complete the modification. We have contacted these consumers at 
least ten times by a variety of methods, including telephone, text or email (where the consumer has 
provided this information) and repeated our invitation to those consumers to select an appointment 
time that is convenient for them. We have recently again written to this group, urging them to 
reserve an appointment and/or contact us and that if they do not then, in agreement with Trading 
Standards, we assume they no longer own the affected appliance that they registered. This means 
that of all 1.74 million consumers who registered with us there are now less than 5,000 registered 
consumers who are still to be resolved. 
 
We have also adapted our communications with consumers over the course of the campaign to help 
drive further interaction, such as marking the outside of envelopes with additional text and brand 
logos to highlight the urgency and importance of the letters inside. 
 
 
Publicity campaigns 
We have undertaken two significant waves of advertising in March 2016 and again in March 2017 to 
alert consumers about our programme, which included placing prominent advertisements in 11 
national media titles each time, which have a combined readership of 8.4 million. We have also 
engaged with media to raise further awareness, issuing a press release and providing regular 
briefings as the programme has developed. To reach as wide an audience as possible, I and other 
Whirlpool representatives have also participated in TV interviews about our modification 
programme on major BBC and ITV news shows. 
 
Despite investing considerable resources in publicity campaigns, registration data indicates that such 
advertising is not as effective as direct communication. 
 
 
Contacting third parties 
We have engaged with landlord and housing associations across the country to understand the most 
effective ways of reaching their members to ensure we reach out to those who might be affected – 
even in rented accommodation. As a result of this, we have contacted almost 2,000 Housing 

https://www.gov.uk/government/uploads/system/uploads/attachment_data/file/500422/bis-16-69-consumer-product-recall-government-response.pdf
https://www.gov.uk/government/uploads/system/uploads/attachment_data/file/500422/bis-16-69-consumer-product-recall-government-response.pdf
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Associations and placed adverts in newsletters distributed to over 50% of all UK letting agents asking 
them to make their tenants aware of our programme. 
 
We have also made further contact with appliance retailers, urging them to directly notify their 
consumers of the safety alert. As a result, some of the UK’s largest retailers directly publicised the 
programme in their stores and on their websites. 
 
 
Use of additional technology and online channels to raise awareness 
Social media channels have also proved to be highly successful in encouraging certain groups of 
people to engage with the programme, hence we have increased our efforts, our activities and 
indeed our employee numbers in this area. 
 
We have also employed tools such as text messages, search engine optimisation, and developed an 
online live chat system to reach consumers.  Our websites are also updated with the latest safety 
information. 
 
 
Flexible booking system 
As a part of this programme we launched a nationwide online booking system which allows 
consumers to choose a date and time for their modification that is most convenient for them. This is 
helping us achieve more bookings and is reducing the number of missed appointments. Invitations 
to choose an appointment are sent by both email and text message and have proved to be very 
effective. 
 
 
Listening to consumer feedback 
We continually responded to consumer feedback and introduced new initiatives throughout our 
campaign to accelerate the process and improve the experience for our customers, including the 
following: 
 

·      We significantly expanded our engineer workforce by 50% to over 1,500 fully trained and qualified 
engineers to provide faster resolutions.  

·      We doubled the number of call centre employees to over 800 so that consumers can register, book 
appointments, and receive the relevant information quickly and easily  

·      We set up dedicated websites and a freephone helpline where consumers can instantly check if their 
tumble dryer is one of those affected and register under the programme 

·      We created an intelligent model checker to make it simpler and more accurate for consumers to find 
out if they have an affected dryer. It is clear that publishing a written list of affected model numbers 
that are often complex leads to consumer confusion and uncertainty 

·      We introduced a scheme to allow consumers to upgrade their dryer to the latest models for as little 
as £19. This was launched following feedback from consumers and has proved a popular option, 
particularly for consumers with older appliances. 
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Summary 
You may be aware that we have been supporting the Working Group on Product Recalls and Safety 
set up by Margot James, Minister for Small Business, Consumers & Corporate Responsibility. One of 
the initiatives that the Working Group is exploring is the development of an online product 
registration database. Our recent experiences in this modification programme have taught us the 
value of such an initiative: our own registration database allowed us to contact millions of 
consumers immediately about this campaign. We accordingly support the development of this 
measure and are an active supporter of the AMDEA initiative ‘Register My Appliance’ which you will 
find featured across our websites and consumer literature. 
 
Finally, and most importantly, I would like to reassure the Committee that safety is always 
Whirlpool's number one priority. We have full confidence in the effectiveness of the modification 
programme and I’m pleased to be able to share these learnings with the Committee. 
 
 
Yours sincerely 
 
 
 
Maurizio Pettorino 
Managing Director 
Whirlpool UK Appliances Ltd 
 


