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Over the last 5 years the potential of RLD has stalled due to poor communication with both customers, 

suppliers and staff. Historically the business has targeted turnover growth as its key objective, by adding 

brands and smaller customers to its portfolio. The lack of investment in IT infrastructure and process 

management has led to mixed product and service offering with staff  unclear in the direction of the 

business.

Through clear objectives and timelines, this document will define the process of change the business will 

undertake to cement its position as the leading distribution partner for bathrooms in the UK.



RLD FUTURE CAPABILITIES AND ENABLERS FOR SUCCESS
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RLD’s Ambition and Strategy to support it..

Ambition: To become the premier distributor in our 
industry and to our customers in UK

Mission: To provide best value products and services to our customers whilst developing a profitable and inclusive 
environment for all our employees 

Vision: To make people the centre of our business  

• Grow annual revenues 
from £54M to £85M

• Increase Own Brand  to 
50% total sales 

• Improve gross profit
• Reduce operational costs

• ERP upgrade
• WMS implementation
• Digitisation
• TelecommunIcations
• Supplier portal 
1. Customer portal

• Data Management 
strategy & policy 

• Data driven decision 
making 

• Data warehouse -
Reporting & Analytics 

• Deliver sustainable and 
responsible products to 
the benefit of RLD, our  
customers, employees and 
community

• To create an exceptional 
work environment where 
employees are connected 
to RLD values and vision, 
have the skills, motivation 
& reward to deliver it.

Company Strategic Objectives  

Key Dependencies  

Sales & Profitability 
Growth

Leverage 
Technology

Data 
Management

Corporate Social  
Responsibility

People

• Communications strategy
• Stakeholder engagement
• Investment in Technology

• Project execution & delivery
• Talent development program
• Employee engagement

• Supplier relationship management
• Customer engagement
• Performance development



RLD’s Value Proposition & Business Outcomes..

Sales & Profitability 
Growth

Leverage 
Technology

Data 
Management

Corporate Social 
Responsibility

People 
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• Greater depth with key 
suppliers and customers 
to build sustainable 
partnerships

• Improve market share of 
voice

• Own the supply chain
• Faster NPD to offer more 

product choice
• Growth & business 

confidence

• Ability to offer new 
services to drive sales 
and engagement

• Improved stock control 
and order management

• Robotic Process 
Automation (RPA)

• Improved 
communications

• Enhanced marketing and 
promotional capability

• Enhance data quality
• Improved data security 

and protection
• Improved data 

compliance 
• Real time information.
• Self Service capability
• More effective 

stakeholder 
communications

• Improved time 
management

• Create a single source of 
truth

• Reduce carbon foot print
• Enhanced bid 

opportunities 
• Increased customer 

loyalty
• Positive impact on 

business reputation
• Increased brand 

recognition
• Operational cost savings

• Improved employee 
engagement & 
communications

• Ability to attract, develop 
& retain talent

• Increased company 
performance 

• Shared vison and values 
• ‘One Team’ mind set  
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Achieving targets 
whilst helping 

others do the same

Improved visibility, 
processes & 

efficiency

Improved speed, 
accuracy and 

financial savings

Corporate Social 
Responsibility 

value delivered 

High performing & 
engaged team 



What does the future look like ?

Brands

Technology

Communication

Logistics

People

• Strategically aligned with our chosen branded partners to achieve our mutual objectives.
• Continued growth of our own brand portfolio to contribute 50% of revenue.

• Investment in technology & resources to deliver stakeholder and customer service level aspirations.
• Implementation of Navision Business Central 365.
• Implementation of an approved Warehouse Management Solution  (Blue Yonder WMS)

• Improved employee awareness of company goals and objectives ( share RLD vision and values.) 
• Greater communications and engagement across departments, managers and employees. 
• Enhanced RLD internet/intranet solution to improve internal and external communications.

• Fully leveraged Warehouse Management Solution.
• Approved and implemented Transport Management System (TMS.)
• Greater visibility and accountability of our service levels to continually challenge ourselves to improve. 

• Fully implemented employee Performance Management framework.
• Established competency, training and development framework for all staff.
• Reward and recognition

Data 
• Enhanced Data integrity (improved data governance, controls, quality.)
• Creation of a Data  Warehouse (providing consistent and real time data analytics and self serve capability.)
• Central Data Management strategy and policy (common processes & goals – management & staff training.) 

CSR
• Reporting and reducing RLD carbon footprint
• Company policies that benefit the community and environment
• Sustainability embedded in our processes and values 



Why?
What?

How?
When?



WHY? - BUSINESS MATURITY ASSESSMENT
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Low Maturity

• No defined sales 

structure

• Minimal alignment on 

goals and KPI’s

• Fragmented use of tools

• Poor digital literacy

• Some processes defined 

but tasks are manual

• Ad-hoc supplier 

/customer alliances

• Digital engagement low

• Logistics processes 

manual with limited 

governance

• Ad Hoc IT planning

• Outdated IT systems 

• Reactive to IT issues

• No CRM

• Low focus on 

performance/metrics

• Poor on-boarding process

• Areas are solely working 

from paper. 

Medium Maturity

• Operational in nature, 

reacting to requests

• Some sales and 

marketing alignment on 

key processes

• Investment in 

Technology with 

increased access to data

• Greater efficiency in 

data output and 

reporting

• Greater supplier 

engagement & 

ownership

• Supplier development 

with agreed KPI’s

• Cost ownership

• Acceptance of process 

refinement and change

• Digital initiatives 

engaged to align with 

strategy

• Clearer, but not executed 

IT priorities

• Basic automation

• Understanding of data 

impact

• Standardisation of business 

offering

• Better understanding of 

targets & impact on 

business

• Use of existing tools to 

maximise efficiency

• Focus on training & quality

High Maturity

• Working to a plan, 

balanced between 

strategic and operational

• Two way 

communication

• Goals & KPI’s have been 

set

• Connective data across 

the organisation

• Finance strategy is 

aligned and continually 

improved

• Comprehensive 

information visibility

• Full service suppliers

• Goals and metrics 

standard practice

• Digital engagement for 

scalable processes 

• Comprehensive 

governance in place

• Optimised customer 

experience

• Digital led business 

strategy

• Scalable IT automation

• Clean useable data set

• UX value proposition for 

all stakeholders

• CRM & supported service

• Customer insights & CSAT 

• Workforce Management

• Team objectives 

defined/set/rewarded

• Centralised knowledge base

Potential Benefits

• Improved effectiveness of 

communication

• Increased stakeholder  

engagement

• Valuable strategic 

incites to business 

metrics

• Greater knowledge 

sharing

• Increased supplier 

engagement and aligned 

business strategies

• Enhanced customer 

experience and 

communications

• Increased effectiveness of 

individuals and teams

• Increased organisational 

flexibility and resilience

• Increased efficiency of 

order processing

• Opportunity to engage in 

‘Sales’

• Reduction of interactions 

per sale. 

Sales & Marketing Finance Procurement Logistics & Operations Technology & Data Customer Services
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WHAT & HOW? - CURRENT & FUTURE ACTIVITIES  

• To facilitate clear communication of  the business strategy and 

the progress of  business activities to all employees, customers 

and supply partners. RLD will set out a calendar of  

communications for all stakeholders commencing with this RLD 

strategic plan but also leveraging other communication channels, 

company newsletter, intranet, management briefings etc.

• An internal Intranet will be set up as a point of  contact for all 

staff  to view company and department documents, learning 

facilities and required company and department  information.

• Matt Earle CEO will be initialling a bi-annually address to all 

employees to present updates on progress and direction of  the 

business. ( 16TH & 17TH August 22 ) 

• A Monthly Management briefing pack with updates from each 

department has been created and will used by mangers to brief  

theirs teams and solicit feedback.

Communications:

• RLD had the goal to increase sales from £50m to £84m by October 

2025, through 5 key channels - Buying Groups, Contracts , E-

Commerce, Direct Containers and Showrooms & Independents .

• To grow “own brand” to 50% of  total sales by 2025

• Establishing formal quarterly Sales forecast reviews to continually 

review progress to plan, and assess internal and external influences, 

implement mitigation plans as necessary

• We will continue to invest in joint marketing activities to increase 

both awareness and “share of  voice” for our own brands, our 

branded partners and our service level offering. 

• The marketing team will set out a calendar of  events and campaigns 

to proactively communicate the RLD value proposition aligning with 

Sales and Procurement.

Sales & Marketing
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WHAT & HOW? - CURRENT & FUTURE ACTIVITIES  

• Investment in our IT infrastructure, development and data management 

capabilities, ensuring we have the required technologies, resources and 

organisation to deliver on our business strategy and objectives.

• NAV 2015 will be upgraded to cloud based Business Central ERP by 

Microsoft by Q4 2023; we will also implement a new WMS, and 

conducting an evaluation of  the current TMS.  

• Develop RLD’s Project and Change Management capabilities to fully 

leverage the potential of  our technology investments and projects

.

• The internal Intranet website will be scoped and delivered by end of  Q3 

2022.

• Voice and Data technology upgrades to support Customer Services in 

delivering efficiencies and an enhanced customer experience.

• Enhanced Data Management, through implementation of  a Data 

Management strategy & policies. Analytics and Reporting.

• Build a Data Warehouse to consolidate and enhance RLD data and 

reporting capabilities utilising a common Power BI interface.

Data & Technology:

• RLD is fundamentally a logistics business and as such the service 

level requirements for our business are defined by the pure play 

market leaders. Through IT and infrastructure investment RLD will 

grow to define the value proposition for distribution within the UK.

• The implementation of  the new Warehouse Management system is 

scheduled to commence in spring of  2023 will drive efficiencies

• Real time stock visibility across all stakeholder platforms.

• On site re-packaging facilities to reduce stock wastage and facilitate 

improved drop shipping capabilities.

• With the growth in ecommerce, we will introduce new processes and 

SLA’s to deliver, in partnership with external carriers (DPD) a “drop 

shipping” service direct to consumers.

• TMS real time order traceability

Logistics & Operations 
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WHAT & HOW? - CURRENT & FUTURE ACTIVITIES  

• In order to support the evolution of  the business is it essential 

that the capitol necessary for chance is aligned with the time 

scales and requirements of  the company strategy.

• Cash provision to pay suppliers and maximise the return on 

capitol employed.

• There is a FX strategy (hedging foreign currency) to help build 

own brand sales and improve margin.

• Regular monitoring of  department KPI’s to maintain debtor 

days and stakeholder satisfaction.

• Risk assessments providing mitigation of  potential financial risk 

from external forces.

• Funding for IT infrastructure upgrades that are currently under 

way.

Finance:

• A review of  the Procurement function has been undertaken to better 

define the organisation, roles and responsibilities needed to support 

RLD goals and objectives. 

• Appointing dedicated resources to develop our category and supplier 

performance management, business engagement and procurement 

operations capabilities & competencies.

• Developing a Procurement Performance Dashboard to identify and 

monitor industry recognised KPIs / metrics to improve bottom line 

performance and meet customer and stakeholder expectations.

• To improve supplier performance management we are enhancing our 

supplier contractual terms and supplier reviews, establishing SLA’s / 

KPIs to drive increased supplier performance and service levels.

• Utilising the procurement operations team to identify and evaluate 

opportunities to streamline existing procurement processes. 

• We will review the contributions of  all brands in line with the 

company strategy and continue to work closer with our chosen 

partners.

Procurement: 
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WHAT & HOW? - CURRENT & FUTURE ACTIVITIES  

• Customers Services are the front line point of  contact for our clients on a 

daily basis, as such we will be investing in resources and training to further 

development of  our staff  improving customer and stakeholder engagement.

• We will be reviewing and developing new processes and procedures to ensure 

continuous operational improvement enhancing to enhance our customer 

experience.

• All Customer Services team members will have clearly defined training, 

coaching and development plans to enable and support them in the delivery 

of service levels and performance targets. 

• We will introduce CSAT (Customer Satisfaction Score) capabilities to aid 

business development to build a complete picture of  customer satisfaction 

and drive continuous improvement. 

• We will establish dedicated Customer Service forums for improved  

collaboration across departments to discuss / evaluate opportunities to 

improve overall customer service.

• There will be investment in technology to improve Voice & Email system 

capabilities, including a new CRM system.

• We will become Omni-channel able.

Customer Services:

• We want to ensure that all employees have a clear understanding of  their 

role and responsibilities which aids personal and company performance. 

Working with our external HR partners we will be undertaking an audit 

to ensure all role have adequate job descriptions.

• To ensure that employees have the skills, tools and training to do their 

jobs. Establish RLD training portfolio consisting of  in house and 

external training as appropriate.

• Establish annual employee performance reviews, to foster greater 

manager / direct report interactions, setting expectations with objective 

setting and development planning. Working with our HR partners we 

will be establishing a formal employee performance management 

process    

• Developing and publishing an RLD employee handbook to 

communicate RLD values and company policies.

• Improve our talent acquisition and retention – RLD will be reviewing 

our recruitment & screening, reward and recognition policy and 

processes.   

People:



RLD LTD - MANAGEMENT TEAM
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Matt Earle

CEO

Finance  

Leanne 
Corbersmith

CFO 

Christine 
Robertson 

Credit Control

Sonja Geers

Management 
Accounts

Harvey Weller

Head of 
Procurement

Sales & Marketing 

Jonathan Bull

Trade Director 

Jonathan Eyre

Sales Director

Daryl Canatach

Marketing 
Manager

Operations

Janeks Oberts

Operations 
Director

Everita Radina

Operations 
Manager (WA)

Paul Zawistowski

Multi-site General 
Manager  

Customer Services

Emily Gubby

Head of Customer 
Services

Sunnie Myers

CS Supervisor

Rebecca Walker 

CS Supervisor

Information 
Technology

Scott Wells

IT Manager

Phil Porter

Data Analytics

Human Resources

Liz Johnston

HR Consultant



WHEN? – KEY EVENTS
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Q2 2022 Q3 2022 Q4 2022 Q1 2023 Q2 2023 Q3 2023 Q4 2023

ERP tender 

issued

Procurement 

restructuring 

ERP upgrade  

go live 

Business update  

- All Hands 

WMS go live 
RLD Intranet 

launch 

CS Voice and  

Email upgrade

2022 employee 

PMP 

completion

2023 employee 

objectives 

setting

Employee JD 

audit completed

Key Supplier 

contracts agreed

Comms Technology Data Key: CSR People

Business update  

- All Hands 

Enhanced data 

controls 

implemented

Commence 

RLD carbon 

footprint 

reporting 

RLD Data 

Warehouse


