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Improving our service to you
As owners of Peppard Building
Supplies, my brother Nic and
I would like to thank you for
the overwhelming response
to the recent customer survey.
This research is vital to our business
as it helps us to understand what’s
important to you, our customers,
in order that we can build the
business to best serve your needs.
We have a fundamental belief
that if we can meet and exceed
your expectations, our business
will grow and we will all benefit.
To everyone who took part,
you can be sure that every
response has been looked at,
every comment noted and
these will help us in the
on-going development
of Peppard Building Supplies.

For example, a number of years ago
a previous survey highlighted a need
to improve the yard. As a response
we invested in staff training and
yard layout to improve efficiency.
I’m pleased to report that this year’s
survey showed that customer service
in the yard is now seen as a strength
of the business.
Since that initial survey we have
also invested in staff and vehicles
to ensure you have the products
you need, when you need them.
We were very pleased that you
measured us 16 per cent higher than
our competitors, with Peppard’s
customer services ranked 25-41 per
cent stronger than our competition.
The overall score of 84 per cent is
amazing and we would like to thank
all of the staff that worked hard
to get it to that level.

Looking to the future, we are
still looking at ways to improve
operations and our service
to you. We recently employed
the services of an IT consultant
and will be looking at our
information technology to
improve efficiency.
In the medium term we will also
revisit the website with a view to
selling products online, which we

hope will help you to order the
supplies you need 24/7.
More information on these
developments will be included in
upcoming newsletters. In the meantime,
thank you again once again for taking
part in this research and, as promised,
we will be making a donation to
Macmillan Cancer Support for every
person who completed a survey form.
Ru Butler

Peppard rated number one by its customers
Customers have rated Peppard
Building Supplies as the number
one builder’s merchant in the
Reading and Henley areas.

of inclement weather, seasonality,
manufacturers’ shortages, customer
demand and the breadth of products
that need to be held in stock.

The rating comes from an
independent customer survey that
asked people to score Peppard for
the things that matter to them.
Questions covered topics such as
product availability, customer service
and ability to deliver on time.

As an independent marketing
contractor to this sector, I know
that one big issue for builder’s
merchants is that they don’t
make their customers feel valued.
However, as an independently
owned, family-run business,
this is not the case for Peppard.

It goes without saying that being
rated number one is an excellent
result, but it is made all the more
impressive when you consider
the size of area and amount of
competition Peppard faces.

The company is rated exceptionally
high for its ‘all round service,’
with customer service rated
a staggering 40 per cent
higher than its competitors.

In total Peppard Building Supplies
had an 84 per cent approval rating
and was ranked 16 per cent above
its competitors.

In fact, all other service attributes
were in double percentage
points above other near-by
builder’s merchants.

This is a strong result for an industry
that is so unpredictable in terms

A number of years ago I carried
out a similar survey for Peppard.

Following that survey, owners
Ru and Nic Butler worked
hard to improve the business,
while still keeping that focus
on the customer.
They have invested in a number
of new vehicles to ensure timely
deliveries, reconfigured the site
to make it more accessible,
introduced new stock lines
and brought in new staff.
The findings of this survey
suggest that the changes made
in those intervening years have
all been for the better and
customers are feeling
the benefits.

Tony Crutcher: Leading
Marketing Contractor within
the construction industry.

www.facebook.com/peppardbuildingsupplies
www.twitter.com/peppards
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Case study: Meet the SAS Landscaping squad
A crack team of hard
landscapers, SAS Landscaping
is a local business that
has built a reputation for
attention to detail.
Having started as a one-man
band in 2004, the squad is now
up to six people working all year
round on landscaping and fencing
projects across the Caversham
and Henley areas.
Set up by Simon Stokes,
SAS Landscaping has been
a Peppard Building Supplies
customer for 12 years.
Over those years, the business
has grown through
recommendations and now
works with home-owners
as well as garden designers
and developers for larger
scale projects.
Simon explained: “We are very
lucky to be kept busy with projects
in a 10-mile radius, although we
do go further afield to areas such
as Ascot and Sunningdale.

The trend when it comes to
patios, he explains, is for a
clean and contemporary look.
“Ninety nine out of 100
people want natural stone for
their patio,” he said. “It’s a good
quality product that looks great,
weathers well and compares well
in terms of cost to some concrete
alternatives,” he said.
Raised vegetable beds are another
popular feature, in particular for
family gardens as more people
like to educate their children
about gardening and food.
This trend for natural products and
home-grown produce carries through
to the gardens themselves.
“With larger gardens we have laid
wildflower turf with a grass pathway
through an area, which looks really
effective,” Simon said. “A more
cost-effective option to the turf
is to spread wildflower earth in
the garden.”

“Day-to-day work could
include anything from fixing
a fence panel through to
laying a patio or landscaping
an area from scratch.

When it comes to driveways,
Simon said that gravel is
an enduring favourite,
with resin versions offering
a low maintenance choice
as they don’t move.

“Many people are surprised to
hear that we work all year around,
but as long as there’s no extreme
weather, we can usually keep
a project going.”

Permeable block paving is another
popular driveway choice, particularly
Brett Alpha Flow for a more
traditional look or Omega Flow,
which suits modern properties.

Gateway: Automated gates are the finishing touch to this
modern home.

Wildflowers: A classic wildflower garden is given a modern
twist with this turf pathway, curved pond and sculptural sphere.
Whatever the products SAS
Landscaping use, they are
mostly sourced from
Peppard Building Supplies.

built up a really good relationship

“I started using Peppard because
it was an independent merchant
a couple of miles from my home,”
Simon said. “Over the years I have

of products and breadth of

with staff and the owners and
they always go the extra mile.
That combined with the quality
stock has kept me going back,
and I don’t see that changing
any time soon.”

Would you like to feature in the Peppard Building
Supplies newsletter?
We have decided to feature some of our innovative and
inspirational customers in our 2016 newsletters. To take part
contact us on 0118 972 2028 or email ru.butler@peppardgroup.co.uk

Space to relax: A horizontal fence gives this seating area
a contemporary feel.

Kerb appeal that lasts with K Rend silicone render
If you are looking for a render
product that offers lasting
kerb appeal, K Rend has a
great product range.
With 25 years of render
manufacturing experience,
K Rend has grown to become
one of the UK’s market leaders
in silicone coloured renders.
Render was originally manufactured
to protect properties from
the elements, however, silicon
technology means that K Rend’s
products offer a low-maintenance
and durable finish. Some of the
benefits of this technologically
advanced render include it being:
• Water repellent;
• Low maintenance;
• Designed to allow the
structure to breathe;
• Created to give a natural
looking finish;
• Available in an extensive
colour range.

While it is cement-based,
the finish with K Rend is drier than
traditional render, meaning it is
more resistant to algae growth
and the natural phenomenon
of lime bloom.

Contractor support
K Rend offers product training at
its Centre of Excellence in Northern
Ireland. The one-day course is
open to anyone and delivers
75 per cent hands-on and 25 per
cent classroom-based, technical
training. By completing the course
you will receive:

K Rend comes in a wide range
of colours, giving you or your
customers an excellent choice
of finishes.

• K Rend Certificate to show
to customers
• Samples and a literature pack

As this colour is built into
the product, it takes away the
need to repaint the render,
meaning it is long-lasting
and low maintenance.

•
•
•
•

Technical presentation
Hi-vis vest
Pen and van livery
Opportunity to become
a ‘K Rend Applicator’.
The courses are run each month
throughout the year, with free
transfers from the airport,
breakfast and lunch provided.
To find out more email
producttraining@kilwaughter.
com or telephone 0282 8262 138.

This ensures that a property
maintains that freshly
rendered appearance
for longer.
Low maintenance: The colour
is locked into the render with
K-Rend, meaning there’s no
need to repaint.

Brick specialist on your doorstep
At Peppard Building Supplies we
say that we can match any brick
you can throw at us. While that
statement is slightly tongue in
cheek (if only for health and safety
reasons) we do have one of the
most extensive ranges of bricks in
the area and a matching service
that is second to none.

most suppliers to help you track
down the perfect match.

Currently we can supply from stock
around 70 different brick types,
from the very common London Brick
Fletton range to bespoke grey glazed
headers for true authenticity.

Technical Director Neil Bryant leads
our expert team of advisers and
has been with Peppard since 1987.
Neil helps ensure a constant supply
of quality bricks at Peppard and,
with almost 30 years experience,
has seen most varieties asked for
in the local area.

For example, as many of the older
houses in Reading and Henley were
built in the Victorian era using bricks
sourced from local brickworks,
Peppard stocks a range to match
these properties in both metric
and imperial sizes.
If you are after something a little
more unusual, we have a great library
of brick samples and literature from

Over the years, Peppard has supplied
bricks for a vast array of projects,
from National Trust properties
through to churches, pizza ovens,
river wildlife refuges and of course
many local developments.

He explained how the brick matching
service works: “Generally we take the
enquiry over the phone, trade counter
or internet and try and gather as
much information as possible.
“We will also visit a site if needed,
where we take will take photos of

the bricks to be matched and
get a general understanding
of the project.”
Neil explained that the
photographs can be emailed
to Peppard’s suppliers to create
a match and obtain samples
for site approval if required.

depth, which means that we
will generally have enough
stock to complete most projects.
In turn, this helps to reduce batch
complaints and availability issues.

“We will try to match any job
including bricks that are out of
current production, special bespoke
shapes and sizes and work within
an agreed budget. We also
keep a range of special shapes
including copings, plinths and
squints” Neil added.
“Often we can suggest an
alternative to a specified brick
which will save money
or drastically reduce
availability issues.”
Perhaps most importantly at
Peppard we aim to hold not only
a great breadth of stock but also

Brick matching: Whatever the
project, the team at Peppard
can help you find the right
brick for the job.
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Putting the squeeze on material costs

*Terms and conditions apply.
Minimum order of 4.

*Terms and conditions apply.
Minimum order of 3.

*Terms and conditions apply.
Minimum order of 5.

*Terms and conditions apply.
Minimum order of 6.

