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Dear Ms Reeves, 
 
Thank you for your letter of 1 December 2017.  
 
Our responses are set out below. To help provide the context for those responses, I have included a 
brief summary of the key features of Whirlpool’s modification programme which is the focus of your 
questions. 
 
Following Whirlpool Corporation’s acquisition of the Indesit Company and its brands, Hotpoint, Indesit 
and Creda, in October 2014, Whirlpool’s global safety experts worked with Indesit to review its 
product portfolio. During this investigation, Whirlpool’s engineers and safety experts identified a 
possible issue in relation to the potential for the accumulation of fluff around the rear seal of certain 
Indesit tumble dryers. This work to identify the issue, and develop a solution, was undertaken by 
Whirlpool’s internal experts, who have market-leading experience and expertise in home appliance 
design and safety. Whirlpool then voluntarily approached and proactively engaged with Peterborough 
Trading Standards (PTS) regarding the appropriate action to take in respect of this issue. 
 
Through that consultation with the regulator, it was concluded that a corrective action, via a 
modification programme, was most appropriate. The details of that modification programme were 
discussed between Whirlpool and PTS. Given the scale of the undertaking, and the fact that some of 
the tumble dryers had been on the market for more than 10 years, it was vitally important to 
implement the programme in a way that would be most effective in ensuring the best result for 
consumers and the maximum success for the initiative, taking into full account the data accumulated 
over more than 10 years, and the outcome of the risk assessment. The advice to consumers that they 
could continue to use their tumble dryers, provided they did not leave them unattended, was 
developed in consultation between Whirlpool and PTS. At the time, this was considered the most 
appropriate advice in all the circumstances having regard to the best interests of consumers, the 
experience of the tumble dryers for over 10 years in the UK market, and the scale of the issue that 
needed to be addressed. 
 
The design of the engineering modification to the dryers, in order to address the safety concern, was 
an important achievement of the Whirlpool engineers, and was crucial to ensuring an effective safety 
programme could be implemented. It is important to bear in mind that the modification programme 
was not only an effective means of dealing with the safety issue that had been identified, it was the 
most effective and quickest way to deal with the scale of the issue in the UK. As Whirlpool has 
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explained to PTS, at the time the modification programme was implemented, there simply would not 
have been enough production capacity in Europe to enable replacement dryers to be available to 
consumers in a reasonable space of time. Whilst initially, due to the scale of the issue that needed to 
be addressed, some consumers experienced relatively long wait times for a modification, it was 
nevertheless in the interest of speedier resolutions for consumers to address the issue by way of the 
modification programme rather than to attempt to source enough new product to replace appliances 
en masse.  It should also be borne in mind that, by being able to develop an engineering solution to 
enable the modification programme to take place, Whirlpool was able to minimise the massive 
environmental impact of replacing millions of dryers in the market. 
 
Whirlpool’s voluntarily-initiated tumble dryer modification campaign has been the largest corrective 
action undertaken in the industry in the UK up to that point and since.  The actions by Whirlpool 
proactively to raise this issue with PTS, and voluntarily to implement the modification programme 
were undertaken for the sole purpose of putting consumer safety first.  In determining to implement 
this program, Whirlpool put consumer safety ahead of all other considerations, including the 
important financial implications of the undertaking.  Whirlpool estimates it has incurred costs 
exceeding USD $250 million in connection with this voluntary action.   
 
Whirlpool took an expansive approach to communicate the message to consumers, and deployed a 
wide range of methods to raise awareness with consumers about affected models.  Through the 
course of the programme, this has included: 

·      many millions of letters and emails sent direct to consumers’ homes; for example, in 
November 2015, letters were sent to 3.6 million homes across the UK and 2.4 million 
reminder letters were sent in September 2016 

·      information posted, and continually updated, on our two bespoke safety websites at 
http://safety.hotpoint.eu and http://safety.indesit.eu  

·      information posted on our brand websites and social media platforms 

·      freephone helpline 0800 151 0905 established 

·      live chat system implemented for consumers to talk directly with agents 

·      extensive national newspaper and digital advertising completed with a readership of over 
eight million consumers 

·      landlords and Housing Associations targeted to raise awareness of their tenants 

·      extensive media coverage including live TV interviews from our UK headquarters 

·      ongoing commitment with our trade partners -- from gathering customer contact 
information to providing them with posters to place in their premises and information for 
their websites 

 

These efforts have helped Whirlpool reach an unprecedented number of consumers. 

 

https://urldefense.proofpoint.com/v2/url?u=http-3A__safety.hotpoint.eu_&d=DwMFaQ&c=5vOBDmAB7iEjDDOZLSiuMw&r=ln4GKrZV_l-5eBmmNktIrQQITSDX3rICQbbDE2nxpTE&m=Z-Y8Ps8DaaQ0sT32SEQzcZ1BS5NpHOIIB2kdVk69SUg&s=B4-kgZo6QnlUEekn_jl5fm94aWObCmc9mes5DiNNZls&e=
https://urldefense.proofpoint.com/v2/url?u=http-3A__safety.indesit.eu_&d=DwMFaQ&c=5vOBDmAB7iEjDDOZLSiuMw&r=ln4GKrZV_l-5eBmmNktIrQQITSDX3rICQbbDE2nxpTE&m=Z-Y8Ps8DaaQ0sT32SEQzcZ1BS5NpHOIIB2kdVk69SUg&s=julanNzhP-c1yc19P40OQGlWRY2oFbH72_4Cn1TcMpk&e=
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In order to implement the modification programme, Whirlpool also took a number of important 
actions, including the following: 

·      Building and training a nationwide network of approximately 1,500 engineers (which became 
the largest appliance technician workforce in the UK) to carry out free of charge modifications 

·    Assembling, at its peak, nearly 1,000 fully trained call centre agents to receive calls from 
consumers, book service visits, and address any concerns 

 

As the programme developed in early 2016, some consumers were experiencing long wait times. To 
address this concern, Whirlpool again in collaboration with its regulator PTS, supplemented the 
modification programme by offering, as an alternative to the free of charge modification, the 
opportunity to purchase a new dryer at a substantially reduced cost (with no profit for Whirlpool).  As 
the modification programme progressed, significant wait times have now been substantially 
eliminated and the rationale for this product exchange offering no longer exists.  Nevertheless, 
Whirlpool will continue to enable consumers to purchase an upgraded dryer at the same reduced cost 
if they prefer that rather than having the free of charge modification if their unit has not yet been 
modified or otherwise been replaced. 

 

Since the launch of the modification programme in November 2015 we have now resolved over 1.65 
million affected dryers for consumers in the UK. This represents more than 50% of the number of 
dryers estimated to be in the market at the time the modification programme was commenced, and 
is more than double the typical resolution rates achieved in the industry as indicated by a recent 
Government analysis. 

 

Throughout the modification campaign, Whirlpool continued its dialogue with PTS. Between 
December 2016 and January 2017, PTS conducted a review of the modification campaign supported 
by a panel of independent experts. PTS concluded following that review that “the action taken by 
Whirlpool to date has been undertaken diligently and responsibly.”  PTS further concluded, however, 
that a change in usage advice was appropriate and served a “Notice to Warn” specifying the change 
in usage advice.  That notice indicated that the advice should be changed to:  “Unplug and do not use 
the tumble dryer before modification or replacement has taken place.” 

 

Whirlpool was concerned that the inclusion of the words “or replacement” would be confusing to 
consumers since the programme was being implemented by way of a modification programme, and 
the reference did not make sense (since a “replaced” dryer would not be expected to be used at 
all).  This was raised with PTS, and it was agreed that it was appropriate to change the final advice to: 
“Unplug and do not use the tumble dryer before modification has taken place.” 

 

Included for your reference is the original Notice to Warn from Peterborough City Council dated 16th 
January 2017 and the subsequent letter from Peterborough City Council dated 16th February 2017 
which confirmed the revised form of wording. This revised usage advice has been deployed since that 
time.  
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Where appropriate, Whirlpool has liaised with regulatory authorities in various countries and regions 
in relation to the programme, and has sought to implement a consistent approach, in the best 
interests of consumers, and to avoid confusion in the market.  In April 2016, the ACCC in Australia 
unilaterally updated its website to recommend that consumers should stop using their dryers. This 
differed from the advice that had been agreed with PTS and was communicated to UK consumers, and 
risked creating confusion in the market. Whirlpool worked with the ACCC to understand the reasoning 
for their altered advice. Whirlpool discussed the differing advice in Australia with PTS in early May 
2016.  Ultimately, the concerns about consistency in Australia were resolved when it was determined 
that the usage advice to consumers in the UK should be changed, as described above. Please be 
reassured that the usage advice that Whirlpool provided remained consistent across markets. 

 

Finally, you have asked some questions connected with the Regulation 28 Report issued by the 
Coroner in connection with the inquest in Llanrwst, North Wales.  Whirlpool is preparing its response 
to the matters raised in that report, which it will be sending shortly.  We will be happy to provide the 
Committee with a copy of that response once it is completed. 

 

Once again, Whirlpool is thankful for the opportunity to provide further clarification regarding the 
dryer modification programme. I hope that the Committee finds this information helpful. 

 

Yours sincerely, 

 
 
 
 

Ian Moverley 
UK Brand & Communications Director 
Whirlpool UK Appliances Ltd 
 
 


