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1.0 Introduction

Our social, environmental and
economic impact 2007/08

Welcome to FRC's Impact Report detailing FRC
Group's triple bottom line — the social,
environmental and economic impacts of our
business activities from the 1st April 2007
until the 31st March 2008. We have a long
history of social and sustainability reporting,
we produced our first social report in 1999
and our first sustainability report in 2005.

This year we have decided to call this our
Impact Report to reflect our desire to make a
positive impact on the lives of our
stakeholders, environment and the economy.
Through our reporting we aim to prove the
added value of the Group’s social business
activities. This report details our business
performance and reveals important feedback
from our stakeholders - the people and
organisations that really matter to us.

We also report on where we have both over
and underachieved on the performance
targets that we set for ourselves for the year
2007/08 and set out our targets for

improvements in 2008/09. For us reporting is
a discipline of integrity and, if a business
claims to deliver added value, then it needs to
be able to robustly prove it — which is what we
hope we have done.

Our ever improving practice of accounting and
reporting gives us systems, key performance
indicators and the data to measure and make
improvements on the increasingly stretching
targets that we set for the FRC Group. We are
immensely proud of what we have both
achieved and learnt this year and we are
excited about our future and we hope that
you enjoy reading about us.

Overview of the year

Group Income

This year approx. £3,623,922
last year £3,321,548

mamn FRC Group was ‘highly

£henewdl  commended’ in the Social

Enterprise of the Year

HIGHLY COMMENDED  3e00ry. This award

recognised our triple bottom line approach
and celebrated the social and environmental
impact we make.

FRC Group won an Edge
— 1_ Business award for the training
TSy T 3] placement opportunities
offered to young people. Edge
Awards rewards employers that offer great
practical learning opportunities and best-
practice organisations that have a real

commitment to education.

355 4 Recognising our position as a
& (f}‘w* local leader, FRC Group and
f‘;? b/ Bulky Bob’s were both winners

b
ey _'_m_? at the Groundwork
Lelebidlo, Merseyside awards 2007.
These awards celebrated FRC
Group’s commitment making positive
environmental impacts happen in all our
businesses, while the creative and innovative
developments in Bulky Bob’s were also
recognised.

Bulky Bob’s won the
N prestigious ‘Innovation’

i award in the Guardian’s
' Public Service Awards
Category winner Sustainability category. Our

commitment and passion for
being ‘great for the planet’ secured this high
profile award.



Furniture Resource Centre, our one-stop
furnishing service for registered social
landlords (RSLs) which gets quality furniture
out to those most in need, remained at the
heart of our business we won several key
contracts and increased turnover by 14%.

At Revive, our high street furniture store in
Liverpool, we target customers from low
income households. We continued to see our
special mix of both new and pre-loved
furniture to the people in the city who need it
most. Eighty one percent of customers were
from low income households.

Our programme to give long term
unemployed individuals a job and training
continued to get an impressive number of
trainees into work after they had graduated.
We met our targets to get women on to our
training programme but were challenged by
very stretching targets for recruiting
individuals from the black and minority ethnic
communities.

We remained committed to improving the
environmental impact of our business
activities and embarked on getting BS8555 for
our environmental management system
(awarded June 2008). We also reduced the

Group’s annual carbon dioxide emissions by
8%.

Our Group Financial

level of investment we deployed in these
aspects of our business.

Through Bulky Bob’s and Furniture Resource
Centre we continued to engage with the

Performance growing public sector procurement agenda.
Year Income % income %income Employees Unrestricted
from grants | from sales average funds
Profit/(loss)£
2001/02 7,490,451 10 90 104 431,299
2002/03 5,045,661 4.0 96 74 28,265
2003/04 4,758,731 7.0 93 78 (11,124)
2004/05 4,085,568 7.0 93 83 (149,267)
2005/06 3,449,274 4.6 95.4 71 (205,024
2006/07 3,324,402 4.2 95.8 71 (320,599)
2007/08 3,623,922 5.0 95.0 79 (172,718)

Once again we worked with Liverpool John
Moores University to calculate the social
return on investment (SROI) for our Bulky
Bob’s training programme in Liverpool and the
social impacts of our Revive store. Also, for
the first time, we calculated the SROI of a
furnished tenancy scheme for one of our
major customers — The Yorkshire Housing
Group. SROI enabled us to measure and
monetise the social environmental and
economic value gained compared with the

Social businesses are increasingly recognised
by national and local government as a way of
delivering effective services and bringing both
efficiencies and added value to local
authorities and public sector agencies.

This year there have been clear improvements
in our financial performance. This meant that
we were able to confidently budget to break
even for 2008/09 and performance to date
shows we are on track. With an increased



number of Furniture Resource Centre
contracts in hand and a growing confidence in
our Bulky Bob’s business we expect this
positive trend to continue at an increased rate
in 2008/09.

Our business continued to be run by a
triumvirate of directors who are ultimately
answerable to a Board of Trustees. Once again
we have received great feedback from our
employees about working for FRC Group, our
staff are highly committed and proud to work
here, our values culture remains at the heart
of all that we do and how we do it and we
believe that we remain a great place to work.
As ever it has been a challenging and
rewarding year.

The Leadership Team,
FRC Group
August 2008
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Who we are and what we do

GROUP

FRC Group

FRC Group runs businesses to create profits
and opportunities to improve the lives of
people in poverty and unemployment. We
seek to achieve social, environmental and
financial benefits by operating commercially
viable social businesses in a range of markets.

We are a values led company trying to live and
work creatively, passionately, bravely and
professionally. We will be as open, honest and
accountable as we can with all the people who
matter to us. We want always to learn and to
help others learn from us to run first class
social enterprises.

FURNITURE

resource centre

FRE GROUP

Furniture Resource Centre
At the heart of our Group, is Furniture
Resource Centre, a registered charity.

Founded in 1988 and based in Liverpool, we
provide a one stop furnishing service to
registered social landlords throughout England
and Wales enabling them to offer furnished
accommodation to tenants who are most in
need.

Amovingexperience

An expansion of the Furniture Resource
Centre’s service to registered social landlords,
amovingexperience is a people-centred
removals service for tenants. We move
people, not just furniture.

FRGC GROUP

Bulky Bob’s

In 2000, we launched Bulky Bob's, a recycling
company that collects bulky household waste
on contract to Liverpool City Council, Oldham
and Warrington Borough councils. Bulky Bob’s
reuses, refurbishes and recycles furniture,
white goods and Waste Electrical and
Electronic Equipment (WEEE).

Revive

FRC GROUP

Revive Stores

Revive our high street store in the centre of
Liverpool, opened in 1998 and sells “pre-
loved” and new furniture direct to the public
offering much needed discounts to customers
on low-incomes.

Our stakeholders

Our stakeholders are the people who matter
to us, our direct customers, such as local
authorities and registered social landlords
(RSLs) and indirect customers, such as the
tenants of RSLs and other housing providers,
also our employees, our trainees, our Board of
Trustees and the environment. A list of our
stakeholders can be found in appendix II.



Our aspirations and Group

objectives

Our objectives are:

* To be great to do business with
* To be a great place to work

* To be great for people

® To be great for the planet

And of course to be profitable in all of our
business endeavours. We aim to deliver on
our triple bottom line of financial, social and
environmental performance everyday of every
year. Our objectives enable us to articulate
how we do this:

Being great to do business with - we act on
customers’ and suppliers’ feedback to
continually improve the quality of the goods
and services we supply.

Being a great place to work - we take
seriously what our employees say about
working at FRC Group and act on their
suggestions and ideas to improve our working
environment.

Being great for people - we offer training and
job opportunities for long term unemployed
individuals in our business. We also get high
quality furniture to low-income households
through our furniture supply contracts with

registered social landlords and through our
high street store, Revive.

Being great for the planet — measuring,
accounting for and improving the
environmental impacts of our business
operations and the goods and services that we
sell. This is a key commitment for us. And, we
can never forget, that we must always ensure
that we are commercially minded and always
deliver on our financial bottom line.

BRAVERY CREATINYTY|

Our values: beliefs in action

Our values are fundamental to everything that
we do; they are our beliefs in action. To
remain relevant and successful in business, we
may change our business strategy, but our
values remain consistent about the way in
which everyone at the FRC Group works. They
keep us on the straight and narrow; we work
hard to encourage all of our employees to
champion them. We recognise, reward and
celebrate those who work in ways that
demonstrate them. We strive for Bravery,
Creativity, Passion and Professionalism in all
that we do. We have devoted a full section to

reporting on the ways we have worked on our
values in 2007/08. This can be found on page
40 of this report.

Our methodology

After another year of challenges and changes
at FRC Group we have worked hard to include
any new impacts of our activities in our
accounting systems and include them in this
report.

Data was captured on a monthly basis as an
integral part of our business practices and in
our triple bottom line accounts, which can be
found in appendix IV.

We approached different stakeholder groups
of people who matter to us and asked them
throughout the year for feedback on our
performance. We asked them: How well we
had performed against our objectives? Were
our objectives and the issues we work on the
right ones in the first place? And what had
been the impacts of our work upon them as
stakeholders?

Feedback was obtained using a number of
different methods, by a variety of Group
employees. Examples include postal



questionnaires, telephone interviews and
face-to-face interviews. Questionnaire analysis
was carried out by a freelance researcher. This
year we did not have the time and resources
to gather feedback from every one of our
stakeholders. We plan to address this in
2008/09.

We measured the wider economic impact of
FRC Group’s activities on the Merseyside area
and our contribution both to the local and
national economies using the New Economics
Foundation’s Local Multiplier 2 (LM2) and
Social Return On Investment (SROI) tools. SROI
was calculated for the training programme in
Liverpool and for Revive, Liverpool. We also
began a project with a major housing
association customer to establish the SROI of
providing furnished accommodation for
tenants.

Once again we surveyed our staff to solicit
their views about working at FRC Group. In the
tables on the following pages, we have
reported how well we have performed against
the priorities and targets we set the Group for
2007/08. We have used ‘smilies’ to indicate

where we have achieved or missed the mark
on our targets:

© - We met or surpassed the target

® - We made some progress but still aim for
more

® - We missed the mark

Throughout the report where we show
performance data we have also, where
possible, shown comparative performance
figures for previous years.



Category Targets and Priorities 2007/08 We Targets and Priorities
achieved 2008/09




Category Targets and Priorities 2007/08 We Targets and Priorities
achieved 2008/09




Category Targets and Priorities 2007/08 We Targets and Priorities
achieved 2008/09




Category

Values

Targets and Priorities 2007/08

100% increase in the number of bravery and
creativity awards given out to employees.

We
achieved

Bravery
awards up by

41% ®
Creativity
awards down

Targets and Priorities
2008/09

Review the validity of our values
definitions with staff and redefine
them if required

12




mature values culture that we have on
Merseyside

Category Targets and Priorities 2007/08 We Targets and Priorities
achieved 2008/09
by 28% ®
Ensure our Oldham operation develops the ®

13




Category Targets and Priorities 2007/08 We Targets and Priorities
achieved 2008/09




Category Targets and Priorities 2007/08 We Targets and Priorities
achieved 2008/09




Category Targets and Priorities 2007/08 We Targets and Priorities
achieved 2008/09




Category Targets and Priorities 2007/08 We Targets and Priorities
achieved 2008/09




Category Targets and Priorities 2007/08 We Targets and Priorities
achieved 2008/09




Category Targets and Priorities 2007/08 We Targets and Priorities
achieved 2008/09
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Our businesses

2.1 Furniture Resource Centre

FURNITURE

resource centre

FRC GROUP

This year’s turnover £2,033,652
last year’s £1,780,737

The Furniture Resource Centre aims to
provide furniture solutions for low-income
families so that those in greatest need can
have access to high quality furniture and
create a decent home for themselves. To do
this we run a ‘one stop’ furnishing service for
registered social landlords (RSLs) and other
social housing providers.

This business-to-business service delivers and
installs bespoke packages of brand new
contract furniture, white goods, carpets and
curtains. We do this so that our customers can
offer furnished rented accommodation to
their tenants. We also offer related services

such as stock management and
amovingexperience, which is our home
removals service.

Achievement 2007/08
Increase the sales and profitability o
Furniture Resource Centre.

In 2007/08, we made 4,712 deliveries, an
increase of 50% on deliveries with an increase
of 14% in financial turnover. Despite the fact
that our longer-term customers now have
established furnished tenancies schemes and
no longer need large volumes of new
furniture, we worked closely with them to
identify new and bespoke products to meet
the specialist needs of tenants.

We continued to persuade RSLs who have
never run a furnished accommodation scheme
of the benefits of doing so, arguing, as we
have always done, that offering furnished
accommodation is a worthwhile strategy to
create sustainable tenancies for people who
would otherwise not have the financial
resources to secure decent furniture for
themselves.

We have worked with a range of RSLs to set
up supported and shared living schemes to fit
in with these organisations’ financial inclusion
programmes for their more vulnerable
tenants.

We continued to increase our work with
specialist agencies and organisations offering
accommodation for older people and asylum
seekers. This year we saw even more one-off
requests to furnish specialised
accommodation for specific needs such as
foyers, domestic violence refuges and
supported housing schemes.

We remained a key supplier to Procurement
for Housing (PfH), a national purchasing
agency and an initiative of the Housing
Corporation and the Chartered Institute of
Housing. PfH aims to ensure that its registered
social landlord membership gets the best
procurement deals by harnessing collective
purchasing power.

Sustainability

In May 2007, to determine what PfH
memberships views and plans on sustainable
procurement were, we designed a
guestionnaire to ascertain just this. The
results have been used to inform FRC’s market

20



research and our sustainable procurement
plans.

Directed at PfH’s membership procurement
officers the results showed that over 70% of
respondents were aware of their
organizations impact on the environment and
that they considered sustainability issues in
their purchasing. Eighty six percent believed
that this would have an increasing impact in
the future.

The study also showed that PfH’s members
are also undertaking a myriad of activities
ranging in complexity from developing a
sustainability policy through to attaining
ISO14001 accreditation.

Our challenge is to ensure our procurement
strategy reflects our commitment to
sustainable purchasing the hundreds of items
FRC sells every year to all of our RSL
customers.

Our PfH contract continues to give us direct
access to a greater number of social landlords
across England and Wales and has helped us

reach a greater diversity of vulnerable tenants

who now have furniture supplied by us.

Amovingexperience

Amovingexperience our specialist removal
service targeting the RSL market, carried out
39 (127, 2006/07) moves for three RSLs on
Merseyside. This service is designed to meet
the needs of the most vulnerable tenants, the
elderly, and individuals with no relatives to
assist them or those with mental or physical
health problems. We work directly with
housing officers to ensure that a caring,
bespoke, packing, removal and unpacking
service (including a chaperone) is offered to
support tenants at what can be a really
stressful time. RSLs struggle to find removals
companies who offer the level of service
which we provide.

Although this is not a highly profitable service
nor is it in great demand, we are determined
to continue to offer it as part of our all round
service to our RSL customers and their most
vulnerable tenants.

Customer Feedback

Achievement 2007/08
Achieve 100% rate of customer
satisfaction on deliveries and i

®

Achievement 2007/08

Introduce a formal quarterly feedb
process with major custom
October 2007. ®

This year we did not have the resources to
introduce a quality feedback process with our
major customers about our one stop delivery
service. Instead, we continued to gather ad
hoc feedback about the quality of our service
and products.
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Here is some of the feedback we got from
customers:

“There is nothing on the high street of the
same quality.

Good service — Homelessness Team also have
KPIs and have to report dates etc of lets and
they can do this with the information they
receive from you.

Familiarity of goods, you know what fits in
each room in properties, if there is a narrow
staircase you know you will need to split the
base divans etc.

We use FRC because the goods comply with
fire regulations and are hard wearing.

Staff on the delivery vans are very helpful.”

Melanie Emery, Housing Manager, Jan 2008

“With regards to the flood that occurred in
Liverpool Road over New Year | would just like
to say a big thank you with regards to your
response in the crises.

We had to move a family out of their homes
due to the flood and you responded to our
order within 24 hours. The tenants that we

moved were both elderly and the new property
that we moved them to was fully furnished
with carpets the next day. This could have
been a major problem but due to our excellent
partnership working this emergency was dealt
with efficiently.”

Steven Metcalf Furnished Tenancies Project
Officer, Knowsley MBC, Jan 2008

“The technical and customer care support
have been second to none, dealing with often
sensitive issues finding resolutions above and
beyond any contractual obligation.

Staff at FRC are very approachable and pay
great attention to detail to any requirement
the City Council staff may have.

FRC Group’s approach to working with
Liverpool City Council sets an example to all
social enterprises to aspire to.”

Steve Boyd, Senior Procurement Officer,
Liverpool City Council, Jan 2008

“FRC co-ordinated the furniture provision at
our new build hostel and continues to do so on
future developments, which Brighter Futures
undertakes.

They offer a total service, liaising with on site
staff and members of the management team
on choices, quotations, delivery schedules etc.

The service received from the staff on the
phones and the staff on the vans is excellent.
FRC always place furniture in correct rooms
when delivering and take away packaging
which helps with our environmental policy.”

Chris Herbert, Development Director
Brighter Futures, Jan 2008

In March 2008 we rationalised the FRC Sales
and Customer Service teams creating a brand
new post of Operations Manager. In 2008/09
a key part of his role will be to formalise
regular customer feedback on the quality of
our products and service.

Social Return on Investment

Achievement 2007/08

Identify the Social Return on Investmen
(SROI) of providing furnished
accommodation ©

This year we worked with one of our longest
standing customers, Yorkshire Housing Group

22



to calculate a financial measure of the social
return brought about by their long standing
furnished tenancy scheme. Yorkshire Housing
Group recoup the costs of providing furniture
and the associated administration fees via a
service charge, which is added to a tenant’s
weekly rent.

Our research focused on the significant
benefits brought by the scheme to both the
tenants and to Yorkshire Housing Group. It
articulated the social impact, identified areas
for improvement and proved the value-
created beyond simple financial profit.
Yorkshire Housing Group’s furnished tenancy
scheme creates a range of both economic and
social benefits to tenants, the organisation
and the state. The value created reveals a
ratio of return of 2.11:1, indicating that for
each £1 invested there are social returns
worth £2.11.

The scheme creates an automatic value
through regular rental income, a reduction in
void costs, improved stakeholder relationships
and overall improved sustainability of
tenancies that will also clearly have a number
of additional benefits, such as the opportunity
time and cost saving from a reduction in
administrative responsibilities.

As expected, the tenants receive the majority
of benefits: a financial saving in comparison to
alternative retail purchasing options,
avoidance of potentially expensive credit
options, a quicker possession of furniture and
a reduction in the likelihood of incurring
arrears and alternative accommodation costs.
In addition the creation of a ‘home’ improves
self confidence and happiness, allows for
possession of items that would not have
otherwise been owned, the provision of a safe
and comfortable space for family and friends
to visit and gives increased time available to
spend doing other activities, such as seeking
employment.

We are very interested in the findings of our
study and plan to use the SROI tool with some
of our other customers to continue to prove
the social value brought by providing
furnished accommodation to tenants.

Stock Management
This service removes our customers’ headache

Achievement 2007/08

Establish CO, savings brought about through our stock management service. ®

We did not meet our target to identify the CO, savings

of disposing or storing unwanted furniture or
white goods from vacant properties. We
collect, clean, repair and store all reusable
items for customers. Items that are unusable
or irreparable are disposed of. Better quality
items that are no longer wanted by customers
are sold at low cost through our Revive store.
We see this service as a way of bringing added
value to customers, increasing the lifetime of
items that may otherwise have gone to
landfill.

This year two major customers continued to
use this stock management service but to a
lesser extent than in previous years. We
collected 568 items. 62 were reused or sent to
our Revive store where they were sold at low
cost to low-income families (173, 2006/07).

The reduced demand for this service resulted
from a stabilisation in customers’ tenancy
schemes due to their reduced tenant
turnover. However, throughout the year we
have seen an increased interest in enquiries
about the service from other customers who
like the fact that financial savings and
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environmental benefits can be realised by
extending the life of the furniture items
through reuse.

Fresh Start

Working with Liverpool Housing Trusts’ (LHT)
Field Lane Hostel our Fresh Start project aims
to provide homeless men leaving hostel
accommodation with much needed furniture
so they can sustain their new tenancies This
year’s outcomes were very rewarding.
Through our intervention 8 individuals, out of
pilot project of 10, had still managed to
sustain their tenancies after a year. Without
the Fresh Start project this would have been
zero, with individuals remaining in hostel
accommodation indefinitely.

Field Lane hostel offers temporary
accommodation to homeless men. When they
are ready to leave the hostel and secure a
permanent tenancy they often cannot accept
it because they do not have the finances to
acquire basic or essential furniture. Or, when
they do accept, because of lack of furniture,
they cannot sustain the tenancy and often end
up homeless and back in the hostel. Our
project aims to break this depressing and
defeating cycle.

To buy essential furniture, the men usually
apply for a Community Care grant but this can
take several weeks to process. If they do not
have furniture they cannot move into the
tenancy and cannot claim housing benefit. If
they cannot secure housing benefit then they
accrue rent arrears and can end up losing their
tenancy and become homeless once again.

The objective of Fresh Start is to break this
cycle. Furniture Resource Centre provides
men leaving the hostel with essential furniture
at low-cost on credit for which no interest is
charged. The men are encouraged to apply for
a Community Care grant, which is used to pay
Furniture Resource Centre for the furniture,
provided.

This year we were due to extend the pilot and
offer furniture on the same basis to more
homeless men leaving the hostel but LHT
asked us to put a hold on the project as they
had identified the following problem

LHT offers all ex-hostel clients a bespoke
outreach service to support them in their new
homes. They found that clients, who owed
money as a result of the Fresh Start project
were withdrawing from the support services.
This was because they associated the support

workers with the debt they owed to the Fresh
Start project for their furniture. Many were
struggling to pay back the dept and by
refusing further help from the support
services they were compounding their
problems. We need to go back to the drawing
board on this project and a way of resolving
this problem

In the meantime, Furniture Resource Centre
has decided to write off the debt from
outstanding payments for furniture. This is
equivalent to approximately £1000. Despite
the temporary halt we believe that the results
of this project have been significant in terms
of social and financial impact. Also, since
single men remain to be regarded as a low
priority by most social landlords and we are
determined to find a solution to the eternal
problem of providing a simple cost effective
furniture service for them so they can secure
and sustain tenancies. Once a solution is
found we want to replicate the project in
other areas with other hostels and future
reuse projects.
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Furniture Resource Centre
Targets 2007/08

e Introduce a formal feedback process
with major customers

e Increase the sales and profitability of
the Furniture Resource Centre

e Achieve 98% delivery right first time

e Identify the SROI with two more major
customers

e Establish the CO, savings brought
about by our stock management
service

25



2.2 Bulky Bob’s

Waste diverted from landfill through

BO B'S reuse and recycling
100

FRC GROUP - 80
)
-g 60
Turnover: £1,050,180 2007/08, z 40
£998,359 2006/07 X 50
Bulky Bob’s continues to offer local authorities J I I
an innovative collection service for bulky 0
household waste that maximises the reuse 00/01 01/02 02/03 03/04 04/05 05/06 06/07 07/08

and recycling of the furniture and white goods
collected. This year we have delivered services
under contract to Liverpool City Council,
Oldham Metropolitan Borough Council and

Halton ™ Liverpool ® Warrington White Goods ® Warrington Furniture ® Oldham

Warrington Borough Council and ran a pilot . allowed us to put a monetary value on things

deconstruction project with Sefton Social Return on Investment traditionally hard to quantify: in this case the

Metropolitan Borough Council. (SROI) benefits to the public purse as a result of the
The New Economics Foundation’s SROI tool increased taxation and reduced benefit

We collected more items than ever before and has enabled us to measure the social, payments resulting from trainees going into

performed well on our targets to divert items environmental and economic value gained employment.

from landfill. In total we made 74,982 compared with the level of investment we

collections (74,699, 2006/07) and diverted deployed by running the training programme. This year we have calculated the SROI of Bulky

50% of the total waste collected (3,276 Based on standard accounting principles and Bob’s Liverpool logistics training programme

tonnes) from going to landfill. investment appraisal techniques SROI has
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for the third time and on Bulky Bob’s Oldham
logistics training programme for the first time.
We found that for every £1 invested in Bulky
Bob’s Liverpool through the provision of
salaries, training and overhead costs there
was a social return of £1.59. For Bulky Bob’s
Oldham the social return is £1.59 for every £1
invested in providing salaries, training and
overhead costs.

The SROI for Bulky Bob’s Liverpool has
increased from £1.58 for every £1 invested in
2006/07 to £1.59 for every £1 invested in
2007/08.

LM2

We used the New Economics Foundation’s
Local Multiplier 2 tool (LM2) to investigate the
impact that our activities had on the local
economy. We define the local economy as a
20 mile radius around our operational bases
of Liverpool and Oldham.

This year 70% (74%, 2006/07) of the income
we earned from contracts in Merseyside
(Liverpool, Warrington and the Sefton
deconstruction pilot) was redistributed into
the local economy through payments to
suppliers and staff wages.

The percentage of our expenditure that goes
into the local economy has reduced because
last year we bought the vehicles we had
previously leased. Consequently in 2007/08
we did not spend any money on vehicle
leases.

For the income generated by our contract in
Oldham, 59% (67%, 2006/07) was spent in the
local economy.

Bulky Bob’s Liverpool

This year, Bulky Bob’s Liverpool achieved its
highest ever rate of diversion from landfill —
50% (36%, 2006/07, 37.6%, 2005/06). This
increase was achieved by introducing a new
element to the operation in Liverpool. In May
2008 we began a full-time deconstruction
operation initiated following the success and
learning from a previous pilot in Liverpool and
Sefton in 2007.

We developed an operational model to
manually dismantle items for reuse. We
recycle the component materials — wood,
metals, glass and plastic - when the item can
not be reused either because of the poor
quality of the piece of furniture or because
the demand for items does not exist. Dining
tables and large television cabinets are

frequently surplus to requirements as fashions
and social habits change.

Target: Achieve recycling / reuse rates
of 42% (75% with deconstruction) [NB
Bulky Bob’s Liverpool ran

deconstruction as part of its s
operation from May 2007
2008, therefore the t
75% reuse and re
Bulky Bob’s Li
overall r

Target: Start deconstruction in Liverpo
©

Deconstruction has

We set ourselves a target of 75% diversion
from landfill through recycling and reuse in
the knowledge that we would have
deconstruction operational in Liverpool.
Whilst we failed to achieve this target, we did
achieve our highest ever rate of diversion. We
are committed to maximising our diversion
rate but we found that the 75% target we had
set based on our action learning pilot in
Liverpool was overly ambitious. For 2008/09
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we have set a more achievable target we will
seek opportunities to recycle more reducing
waste to landfill.

Target: Send 100 pre-loved furnit
items to Revive each we
4,419 items se

We sent more pre-loved furniture items to
Revive in 2007/08 than ever before. A total of
4,419 (3,265, 2006/07). In 2008/09 we will
focus on increasing the number of items to
Revive. This part of our work has significant
social as well as environmental benefit as it
gets furniture to low-income households as
well as diverting waste from landfill.

Bulky Bob’s Warrington

Target: Maintain 100% reuse an
of white goods in Warri
100% reu

We achieved our 100% reuse and recycling of
white goods in Warrington target. 4,522 items
(6,051, 2006/07) were sent to CREATE for
reuse and recycling. CREATE is a social
business in Speke, south Liverpool, which

refurbishes white goods for reuse. High
quality white goods are then sold with a 12-
month guarantee. Reusable parts are salvaged
from low quality items and all remaining
materials are recycled through approved
reprocessors.

Target: Meet reuse and recycling rat

10% on furniture collected in
©

26% of the furni

We exceeded our target to divert 10% of the
furniture collected in Warrington from going
to landfill. This is very encouraging in the first
full year running this service. We achieved the
target by maximising reuse of suitable items
and recycling the materials of other items. The
volumes of furniture we collect in Warrington
are low but we are confident that we will
maintain this level of performance next year.

Bulky Bob’s Oldham

This year we increased the rate of diversion
from landfill that we achieved in Bulky Bob’s
Oldham from 21% in 2006/07 to 25.4%. We
also increased the number of pre-loved
furniture items that were reused to 1,038

(406, 2006/07), however this is still
disappointingly low and will be an area of
focus for 2008/09. Experience in other areas
has shown that it takes several years for
householders to pick up on the need to
protect items from the weather so that there
is more chance of the being reused. We are
working with Oldham MBC to improve this
communication to householders.

Target: Achieve a reuse and recycli
of 25% ©

Reuse and recycli
25.4%

During 2007/08 we ran a number of small
scale deconstruction pilots in Oldham but we
have not yet formalized this as part of our
operational model. With changes to the
management structure in Oldham in 2008/09
we are better placed to consider running a full
time deconstruction operation in the future.

Target: Start deconstruction i

Sefton Deconstruction Pilot

The pilot deconstruction project that was
established in Sefton in January 2007 came to
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an end in August 2007. Unfortunately, we
found that the model was not viable in Sefton
the long term, due to the volumes of waste
that were collected by Sefton Metropolitan
Borough Council. Despite investing resources
into the operation and looking for innovative
ways to make it more sustainable, we
suspended the operation.

The Sefton deconstruction operation gave us
invaluable learning that has had a beneficial
impact on our other deconstruction
operations.

Customer satisfaction

In 2007/08 we surveyed residents who had
used Bulky Bob’s Warrington, Oldham and
Liverpool to get feedback about their
satisfaction with the service. We had not
surveyed residents from either Warrington or
Oldham in the previous year due to lack of
resources, so we prioritised our resources to
focus on those areas. In total we surveyed 144
residents, 73 from Oldham, 52 from
Warrington and 19 from Liverpool. Surveying
more residents in all our Bulky Bob’s service
areas will be a priority for 2008/09.

82% of the 144 residents we surveyed said
that they found the overall Bulky Bob's service

to be ‘excellent’ or ‘very good’ (88%,
2006/07).

Target: Engage with local authority and
households to receive stakehold
on the quality and i

56% (65%, 2006/07) said that our crews were
‘very polite’ or ‘polite’ (n.b. a significant
proportion of our customers were not at
home when the Bulky Bob’s collection was
made — 33% in 2007/08 and 28% in 2006/07).
Householders made the following comments
about the service:

“Fantastic service!”

“Delighted with how quickly and carefully
items were removed. Loaders were very polite
and helpful.”

“Annoyed at the poor service...The service
needs to be improved to stop fly tipping”
“Pleased items are being recycled; will be
using the service again.”

We also sought feedback from the local
authority stakeholders about the quality and
impact of the service:

“Bulky Bobs have demonstrated a proactive
approach to recycling and constantly look for
new and innovative ways to promote
sustainability and divert / reduce or re-use
waste. The deconstruction programme has
been a notable success.”

Andy McCartan, Liverpool City Council

Waste Electronic and Electrical

Equipment

In 2007/08 Bulky Bob’s continued to operate a
pilot Cathode Ray Tube recycling service. This
developed out of an action learning project
that started in February 2007 in response to
the business opportunities created by the
transposition of the EU Waste Electronic and
Electrical Equipment (WEEE) Regulations into
UK law.

We treat and recycle the component parts of
items such as TVs and computer monitors.
With experience developed throughout the
year Bulky Bob’s aims to secure a contract to
provide this service on a larger scale in the
future. Contracts in Merseyside for the
treatment of CRTs are part of a large Private
Finance Initiative (PFI) scheme to provide all
waste services in Greater Merseyside.
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Bulky Bob’s Business
Development

Target: Win contracts to begin 2 ne
Bulky Bob’s services ®

We have not added any other additional
contracts to our portfolio this year. A principal
focus has been in securing our Bulky Bob’s
Liverpool contract. The Bulky Bob’s Liverpool
contract, our longest standing operation, was
awarded in 2000 and is due to end in
November 2008. It has been the foundation of
our wider successes with Bulky Bob’s. Our
hard work was rewarded as we were
successful in achieving a 12-month extension
to the contract and in keeping the bulky
household waste collection service from being
subsumed into a wider integrated waste
management contract for all Liverpool waste
services. In 2008/09 we will be working even
harder to ensure that we win the next bulky
household waste collection contract in
Liverpool when it is reissued.

Target: Win contracts to begin 4 new
deconstruction services ®
Deconstruction has
Liverpool

Deconstruction services are an integral part of
the future growth of Bulky Bob’s. We were
ambitious in our plans to begin 4
deconstruction operations this year. We have
begun one in Liverpool and are committed to
increasing the number of deconstruction
services further in 2008/09.

Target: Achieve waste diversion rates of
more that 70% on operations whe
run the full deconstructlo
Liverpool deconstr

a diversion

Operating a deconstruction service assists in
producing greater rates of diversion from
landfill but we have found it difficult to
reproduce the very high (70%) rates that were
achieved during our small scale action learning
project where we have taken the
deconstruction service to a greater scale. This
is because we were able to allocate more staff

and more experienced staff during the action
learning project than we have on a day-to-day
operational level. We believe that we will
need to invest in additional technologies to
reach 70% (and higher) diversion rates.

We are excited about the future of Bulky
Bob’s and have ambitious plans for growth.
As Bulky Bob’s expands in scale and scope, we
have increasing opportunities to divert more
and more waste from landfill and bring about
positive environmental change; create jobs
and training opportunities for people from
socially excluded groups and make more pre-
loved furniture available to low-income
households.

Targets 2008/09

To achieve 60% diversion from landfill
each month in Bulky Bob’s Liverpool

e To achieve 25% diversion from landfill
each month in Bulky Bob’s Oldham

e To achieve 100% diversion from
landfill each month in Bulky Bob’s
Warrington White Goods

e To achieve 10% diversion from landfill
in Bulky Bob’s Warrington Furniture

e To deliver 600 items to Revive from
Bulky Bob’s Liverpool each month
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e Toincrease the number of pre-loved
items rescued from Bulky Bob’s
Oldham to 110 per week

e To win contracts to begin 2 new Bulky
Bob’s operations

FURNITURE

resource centre
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2.3 Revive

Revive

FRC GROUP

Turnover this year £126,619,
last year £138,719

Our Revive shop is our presence on the high
street in Liverpool where we sell quality pre-
loved and low-price ex-catalogue furniture at
discount prices to low income households.

We target our bargains at people who are
most in need of furniture. Our pricing policy is
to give a 10% discount to customers in receipt
of benefit and a 20% discount to customers
who come to us through a referral agency e.g.
Citizen’s Advice Bureau. We also give referral
agency customers a free delivery service.

It is through Revive that we are able to sell the
good quality furniture that is collected by
Bulky Bob’s. We have also sold ex-catalogue

stock to meet customer demand and to create
choice for our customers.

We are still committed to finding the time and
resources to publicise Revive to referral
agencies in treaty because we are determined
to get our furniture out to the people who
need it most.
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Revive Customers

This year 3,653 (3,833, 2006/07) customers
shopped in our stores. They bought 4419
items (3,265, 2006/07) that had been sourced
through Bulky Bob’s, equating to 94% (79%,
2006/07) of sales. Ex-catalogue stock equated
to the remaining 6% (21%, 2006/07) of sales.

79% of customers were in receipt of benefits,
pensioners or students. A further 3% were
referred to us by a network of agencies.

Target: To achieve at least 84% of
Revive customers from low income
households ®

82% of customers were from lo
income households (82%

The remaining 18% of customers received no
discount. 81% of sales in financial terms were
to low-income households, compared to last
year’s figure of 82%. The primary purpose of
Revive is to get quality pre-loved furniture to
low-income households. This year has seen a
4.5% decrease in the overall number of
customers. We are committed to increasing
the numbers of low-income households who

Our customers

Receive benefits M Referral Pensioner M Student M Non low income households

18%

5%

13% |
3%

use Revive in 2008/09, particularly working
with our range of referral agencies to increase
the number of referrals that they make.

We surveyed 51 of our customers in March
2008. 57% shop at Revive on a weekly or
monthly basis, 51% said that if it was not for
Revive they would be forced to get credit to
buy furniture and 55% said they would take
between one month and over one year longer
to buy furniture from an alternative store if it
were not for Revive. We believe that this is
because they would not be able to find items
of the quality and price that we offer
elsewhere.

61%

We are attracting people to our Revive stores
for a range of reasons, demonstrating the
wide appeal of the store. 22% of customers
said they were shopping in Revive because
they were in great need of furniture and 16%
said they choose to shop there because of the
price of the products. 32% were opportunistic
browsers ‘having a look around’.

The main benefit customers highlighted of
shopping at Revive was that it ‘makes your
money go further . 54% of customers chose
value for money over factors such as choice,
range, recycling issues and being able to
purchase furniture quickly.
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Social Return on Investment

Target: To calculate the Social Retur

We used the SROI tool to find a monetary
value to the added value produced by our
Revive Liverpool store.

We found that every £1 spent in Revive
produced a social return of £2.25 by providing
high quality pre-loved furniture to people who
need it most. This social return is produced as
a result of the pricing structure which gives
discounts to low-income households and the
alternative that Revive offers to people who
would otherwise use catalogue and credit
options to purchase items.

Revive remains a great way for FRC Group to
achieve our social objective to get furniture to
people on low incomes. Furthermore, it helps
to achieve a key environmental objective for
Bulky Bob’s: it is a way to reuse as much
furniture as possible. We believe that reuse is
a better environmental option than recycling,
extending the life of an existing item of
furniture. We remain committed to offering

the best product choice and price that we can
for our customers.

Revive Targets 2008/09

e To achieve at least 84% of Revive
customers from low income
households

e To calculate the Social return on

Investment of Revive Stores
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