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Product innovation has dramatically
changed the face of the asphalt industry in
recent years. Now Aggregate Industries is
applying the same philosophy to transform
its approach to customer and technical

Innovating for a
better service

grregate Industries had one major aim when it

decided to rethink how the company serves

its customers — keep it simple, With this in

mine, the concepts of Brand Managers and

Branded Product Helplines were conceiverd
within an alreacly evolving customer orientated envi
ronmen.

Agprepgate  Industries  Product  Development
Manager Roger Warminglon savs: “We were aware
that a lot of our product information and technical
services were highly reshonalisec], Our new dprroach
s 1o centralise services so that there are fewer and
clearer routes through which customers can contacl
us for specialist information

"The aim of centralisation is not only to save
customers ime but to enable enguires to be directed
o the right department fiss time and dealt with
cpuickly and efficienthy,”

Linder the regionalised system it was noticed that
when something new was launched, each region
went through the same curve as it leamed how to

markeet ancl apply thie new product. Warmington says:;

“The role of Brand Manager was created o help
centralise the leaming process and 1o market the
procuct countrywide rather than regionally.”

In a pilot scheme Apgrepate Industries has a brand
rmanages focussing on its coloured asphall, Europayve
20000, wserd extensively at the Millennium Dome

Aggregate  Industries  Europave 2000 Brand
Manaper Chris Marchesi says: “Europave 2000 is
well known i and around the London area where
the product was first launched but s not as familiar
leewhere. My initial task s o confirm that Dest
practice is being cartied out during production anc
laving, and that any new knowledge pained s
transferred across the board.”

Omnee establishied, Apgregate Industries hopes to
develop the Brand Manager role imlo a mone
commercial position with brand managers acting as
super alesmen” for their products across the UK
Marchesi says about s particular position: *Once
the technical side is established, my main job will be
o target speciiiers, such as architects and town
planners, to rise awareness of the scope of Europave
2000 in hard landscaping and road demarcation.”

The Branded Products Helpline was launched in
spring. this year o complement the mle of Brand
Manager. “Initially the helpline only  covered
Evrcpaye 2000, but now it is established the helpline
embraces all our specialist and branded products,”
says Warmington, “The helpline provides  direct
access to technical information and is manned by
experienced stafl seconded internally.”

5o far, the direct phone line appears 1o be very
popular with over 120 calls received in the first
maonth, resulting from just one advert, *Ower 50% of
the calls have been project speciic, with some
leading o negotiation, rather than just general
product enguinies,” says Warmington.

The company’s website, relaunched  as
aggregale.com, provides another procuct awareness
tool  and  contact portal,  Ageresate  Industries
Commercial — Director Chris  Allwood  says:
“Appregate com links logether information on our
proclucts and services andd gives an overview of the
company which & open 10 anvone — within the
industry or otherwise — who 5 on line. Interactive
email facilities buill into the <ile are another contact
channel which 15 open 24 hours a dav, oven if our
oifices are ned.”

According to Apgrepate Industries this is just the
start of a development process for the welsite aned the
next phase is pow ready for testing, Filot trials are

planned for later this yvear,
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Appregate [ndustnies’ techmcal services [abosatory,
pavement design and new prodect development
services e been continually developed over recem
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technical facilities

Technical & Developnwnt Director Paal Phillips
says: "All of the changes o our technical services ane
driven by customer reuests and Aspresate Industies
aspiration 1o lead market developments, not follow,”

Paverment design is one Ageregale  Indusiries
factlity that has been swehiolly customer driven. Phillips
says: “Customers starte] 1o come to us with speecific
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hawve experience  in o the

pravemsent desisn fiekd, Wie now offer a desian service

i the complete constrivction from sub base righ

wiy throweh o the woaring course,”
The company's design service i coversd by

protessional indemnity insurance and mdludes analysis
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2 Thetechnical services

“The aim of centralisation is
not only to save customers
time but to enable enquiries
to be directed to the right
department first time and be
dealt with quickly and

efficiently.” Roger Warmington

fhat the supplice product complies with design
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Turctbon b the weehoical services laboratory within
Apsrepale Industries, Techncal Senvices Laboratory
Manager Tony Bellamy savs: "Our lab offers LKAS
aceredited analvsis, design and gerlomance lesting
These services  provide r|||.|||l'k assurance  and
verification functions which are available fo both
Apgrepale Industries” regional cperations and external

arsanisations”

Technical laboratony senvices form a vital part of
e research andd development process into new
prelucts within the company. Warmington  savs
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preducts s carried out al e esan Tabcratery but we
alser hove strong links with o number ol universities
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lageere] iy wstrnt inmeseative sodulions e meet Cusomes
pequirements and market research into potential pews
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products are developed using tweaked  existing
techinoiopy which belps us to prosvide customers with
cufting el innovations at minimal cost”

Future developments at Aggrepate Incdustries are
likely 1o i luce the introduction of additional Brand
k&l o

e=tablishiedd procucts and helpline suppart toe all of its
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reducts, Thise chamnpes o Gur CusEsTser sonices
are just the first stages of what we plan o be a
corinually evalving process.™ says Warminglon
Binfo: www.agoregatecom  Branded Progects Helpline 0845 GO0 DOED
Techeizal Services Lasoraiory G404 E21 301



