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brighter
days
ahead.

As we go to press with this first edition of Insight, dark clouds are casting a
shadow on what we’d all hoped would be a brighter new year. Despite our
best efforts the COVID-19 virus continues to spread and it’s clear we have a
tough few months ahead. The impact on schools and students across the
UK remains uncertain, causing further difficulties for parents, teachers and
indeed those of us who seek to supply their needs.
But there is also light on the horizon. The roll out of vaccine treatments gives
us hope that we are at the beginning of the end of this terrible pandemic. We
know too that these winter months are likely to be the worst as the seasonal
impacts work their way through. While huge challenges remain, we can
positively plan for a gradual return to more normal patterns of life.
And as we come through, the opportunity will be there to build back stronger.
In the education sector, the importance of schools to communities and the
patterns of our daily lives has never been more in the news. Services that
many have taken for granted and the critical contribution of both teachers
and support staff are rightly being acknowledged. In our own sector, the
recognition of the importance of school uniforms for safety as well as a sense
of purpose and identity is a welcome development.
Which is why, here at Insight - we’re determined to work with you, our retail
partners to create a positive legacy from these most challenging of times.
We believe the lessons we’ve learned over these last ten months, if applied
correctly, can benefit our businesses for years to come. From safety, to service
and sustainability there are improvements we can all make that will make us
more efficient, responsive and relevant to the future.
It’s in this spirit that we’re focusing the first edition of Insight on making a
positive difference in the year ahead – looking at what we’ve learned, the
actions we are taking and how we can work together to make changes for
the good. We know that this issue will reach you at time when the clouds are
at their darkest – but we strongly believe that clearer skies will follow and that
we need to all positively plan for a normal back to school.
Very good wishes for a brighter year ahead.
Insight
February 2021
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Bruce Freeland, Operations Director at Banner, who has worked in logistics for
thirty years, says he’s never experienced anything like it.
“The difficulties in the early days seemed almost impossible,’ he explained. ‘It was

Supply
Chain

only because of our scale and excellent supplier relationships that we managed
to pull through. The good news is that we’ve learned lessons which will stand us
in good stead for the future.”

Which is vital because similar challenges will be with us this year. Stringent safety
measures throughout the supply chain, shipping delays and vast increases in
container costs will remain for the foreseeable future, creating potential delays
and challenges in the route to market. Most importantly, Bruce says, we must all
plan ahead to reduce uncertainty in the supply chain and improve the flow of
deliveries which are so critical for serving our customers.
“It’s essential that we continue to work together to anticipate demand, minimise

It goes without saying that

late changes and communicate clearly to parents and schools’ As Bruce notes,
‘When a customer buys a blazer and trousers it may only take a fifteen minute

2020 was a year of immense

fitting, but it’s actually the last link in a chain which stretches back months. From

challenge. From suppliers to

schools the COVID-19 pandemic
impacted every link in the

global supply chain and at

times the delivery of even the

most basic of items seemed in
doubt. Nonetheless, by careful

planning - and the unbelievable
commitment of our colleagues
and partners - we were able

to meet our targets for stock,

service and delivery on all but a
handful of lines.
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ordering
early is
key to
success.

fabric manufacture to front of shop service, we have all been working tirelessly
towards that moment.”

With this in mind, we asked Bruce what advice he’d offer to retailers and schools
for the coming year.
“I’d offer three simple rules: plan ahead; order early and communicate with your

customers. I can’t stress enough how important it is that we work together to get
ahead of the game.”

And if there’s a one action we could all take?

‘Order early! Whether you’re a retailer,
a school or a parent, ordering early
will make the single biggest difference
to ensuring you get what you need.’
5

through the supply chain

Supporting you
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PRODUCTION
With additional staff, Banner have increased their capacity to handle 50,000
units over 2020 in their in-house embroidery department, raising their
targets for turnaround times.

TRANSPORT

To improve service across Banner’s customer base they’re moving more
despatches to a single weekly delivery. This not only gives a more reliable
service, it will reduce environmental impact and help keep prices down. They’ll
be working closely with customers to bulk deliver in ways that work for them.

WAREHOUSE

Banner have committed to continual improvement. They have trained all their
warehouse colleagues during the quieter months looking at everything from
the picking process to fork lift trucks! They now have their most ambitious
targets ever for the picking of products, presentation of garments, labelling
and securing of parcels – it’s all part of ensuring you get the very best service
possible.

ORDERS

Last autumn Banner set

out the areas they would
be focusing on over the
coming months.

Here’s an update on some
of the actions they are

taking to help service the
schoolwear sector.

There are some real bottlenecks in the supply chain this year. Banner want
to work with you to make sure your orders flow through on time and that you
receive what you require. The Banner sales team are working hard to make
sure everyone has accurate information and is able to ‘get ahead of the
game’.

CUSTOMER SERVICE
Banner are working tirelessly to make sure that they can maintain service while
keeping their colleagues and customers safe during these difficult times. This
year, they have extensive plans in place to make sure they can once again
meet the peak while remaining COVID-19 compliant – but they need their
customers to help them too. Ordering early is the number one priority as it
helps Banner to plan and it means your supply won’t be compromised by late
surges in demand.

COMMUNICATIONS
Banner received lots of positive feedback on their communications last year
– and they’ve been working hard to make sure you get all the information you
need in a timely and transparent manner. Insight is part of a bigger campaign
to keep in touch with customers, helping you all serve schools, parents and
students more effectively than ever.
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your questions answered

Getting set for 2021
8

As we prepare for
the year ahead
Insight answers
some of the
questions that
customers have
been asking.

WHY DOES THE PANDEMIC MEAN WE NEED TO ORDER
EARLY – SURELY THERE IS ENOUGH TIME FOR BANNER
TO GET READY?
There are three main reasons why the pandemic
affects order times:
1. If suppliers receive fewer forward orders, they
order less stock and there is more pressure on our
industry to embroider garments in the UK during
back to school. This means there could be less stock
across all suppliers and retailers who place daily
or top up orders may be dissapointed. Embroidery
lead times are also likely to be longer.
2. The manufacturing and transportation of
garments can take up to six months. COVID-19 has
put huge strains on all factories to ensure workers
are safe, it has reduced capacity due to sickness
and disrupted the movement of raw materials to
start production. In short, suppliers have significant
production issues to manage.
3. In addition, the pandemic has dramatically
reduced shipping capacity due to a lack of vessel
space and a shortage of containers in circulation.
The price of freight has increased by up to 500%
and it has added up to four weeks to delivery times.
A shipment to the UK can now take up to nine weeks
to arrive, and may be extended further if UK ports
cannot accept the delivery.

WHAT IS BANNER DOING TO OFFSET THESE CHALLENGES?
We are again increasing our stock holding of plain garments to help
us maintain industry best service levels and we are bringing in more
stock earlier than ever before for the 2021 season. We are encouraging
customers to order early, especially for MTO/bespoke orders. We are
booking containers up to six weeks ahead of production to help offset
supply chain delays.
CAN YOU GUARANTEE THAT MY ORDERS WILL BE FULFILLED IN FULL?
We can confidently assure customers that Banner will deliver another
industry leading service year, if customer order in time. We plan and
buy based on historic sales, current trends and planned promotions our predictions are highly accurate but occasionally some garments
do go out of stock, particularly for those looking for last minute orders.
DOES BREXIT HAVE ANY IMPACT ON OUR SUPPLIES, NOW OR IN THE FUTURE?
We have been preparing for Brexit for almost three years, ensuring there
is minimum impact on our customers - and so far, we are pleased to say
that there are no issues of significant concern. We’re working especially
closely with customers who trade in the EU and should you have any
concerns please get in touch – we have an experienced team who are
here to help.
WHICH PRODUCTS DO YOU EXPECT TO BE MOST IN DEMAND / SHORT SUPPLY?
Our discussions with schools suggest uniform and teaching policies will
be similar to last year. We anticipate very strong demand for sportswear
as students will be encouraged to wear sports kit on PE days, especially in
primary schools. Sales of knitwear are also expected to be high as schools
continue to ventilate classrooms and hold outdoor lessons. Don’t miss out advance orders are already coming in fast.
I’D LIKE TO IMPROVE MY ONLINE SERVICE - CAN YOU GIVE ME SOME HELP
AND ADVICE?
Here at Banner, we’re always looking for more ways to make our
customers’ businesses more successful. That’s why we’re delighted
to introduce you to our brand new media hub – which we will be
launching very soon. The hub will give you full access to all our
marketing and photography which you can use to improve and
enhance your website. Look out for the email and support material
coming soon.
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seeing the
positive.
Jan Richardson
Total Clothing

Insight speaks to Jan Richardson, one of the leading retailers in
our sector - and she’s positive about the future.
In many ways, school retailers and suppliers were fortunate that the
pandemic arrived when it did - just imagine the level of disruption if we’d
been in the first lockdown during July and August! These are the thoughts
of Jan Richardson of Total Clothing, who has been selling school uniforms
from her store in Peterborough for more than thirty years. And they’re
typical of the reflective and positive approach that Jan brings to her
business, the year just gone and the challenges ahead.
Total Clothing is a well-established
store, serving 45 local schools and
a further 65 across the region. The
geographic reach is made possible by
Total Clothing’s strong online presence,
backed up with school visits, pop-up
shops and sizing events. ‘Every school
has its own tailored website that we
use not only to sell garments, but to
communicate to parents, giving them
the information and advice they need,’
explains Jan. ‘Our investment in online is
considerable, but it’s more than proved
its worth these last twelve months –
becoming the backbone of our service
to more customers than ever.’

10

When the first lockdown started in March
2020 all non-essential retailers were
required to shut up shop. Schools also
closed, leaving a gap in communication
and consequently much uncertainty across
the supply chain. It was mid-June before
stores could reopen, albeit with a restricted
flow of customers. Meanwhile, the popup shops and sizing events, which had
become a mainstay of Total Clothing’s
calendar, were all cancelled because of
safety concerns and social distancing. The
situation will be familiar to every school
uniform supplier.
‘It was important for us to remember,’ says
Jan, ‘that the demand was still going to

be there - that pupils would still need
uniforms by the start of the school year.
Our real challenge was communication
– and being creative in the ways we
supplied parents and students over the
peak months.’
Jan’s approach was to work more
closely than ever with her partner
schools. ‘Teachers were under immense
pressure – by providing a professional
service we helped to minimise
distraction at a critical time. My team
worked tirelessly to prepare detailed
information packs for parents, making it
as easy as possible for schools to pass
on the key information – and many
have said how much they appreciated
all that we did.’
For customers it was all about
encouraging parents to order early
and where possible online. ‘We drew
up product guides and recorded sizing
videos for all our websites – and to give
extra confidence we offered free returns

and extended our exchange guarantees
until the end of September.’ Back in her
shop, Jan introduced an appointment
system which was especially popular
with new customers. ‘Everything we did
was aimed at trying to reduce the lastminute rush – and providing a onestop-shop for all their uniform needs’
As a result, despite all the disruption
there were some surprising successes.
‘Our sales of generic items such as
trousers and shirts were up by 40%.
Parents didn’t have the time to shop
around and supermarkets were carrying
much less Back to School stock than
previously. I think many parents will be
looking to repeat their orders next year,
especially as they experience the value
and quality of the garments we sell.’
The store appointments system worked
well too. ‘We effectively helped smooth
the peak period, bringing forward sales
into June and early July.

Jan and the team at Total Clothing
created a COVID-19 safe
environment ready for back to school.

Our real challenge
was communication –
and being creative in
the ways we supplied
parents and students
over the peak months.’
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Now is the time to make a positive plan.
There will always be some who leave it
to the last minute but overall it worked
well, and for those parents whose
children were moving to a new school
it allowed for a more personal service.
It’s a fantastic start to that customer
relationship and hopefully they will buy
more from us in years to come.’
Looking ahead Jan is confident about
the future. ‘We have challenges for
sure – and the current lockdown is
another difficult time. But it’s also an
opportunity to plan ahead and work
with schools on improving and refining
those ideas which were successful last
year. The flexible furlough helps too,
allowing us to retain some staff part
time to support our online services.
I’m especially pleased about that
because last year was real team effort
– everyone pulled together to help us
come through.’
So what could suppliers like Banner
do to help? ‘We need regular
communication and clarity on what’s
truly important – but we also need
understanding. I received a letter from
one supplier telling me to place my
summer order immediately or I’ll not
receive any stock – that’s not helpful.
Our whole year rests on a few months
sales. We need to plan together and
work with suppliers as a partnership
– after all, we are in this together. I’m
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pleased that Banner is taking a more
cooperative approach.’
And it’s that organised and
professional attitude which makes
Jan’s business so successful. ‘Nobody
wants to see the scale of disruption
we’ve had,’ she concludes. ‘But when
things get shaken up, it’s the cream
that rises to the top – and that’s an
opportunity for those who make the
effort.’ It’s a typically positive and
proactive note to end our interview.
After all, Jan says she has some
schools to call and a more work to
do on the websites; then there’s the
parent packs to review….
With all that energy, maybe 2021 will
be another year of growth after all.

Helping
us to
help you.

Jan Richardson

Total Clothing
-Peterborough

30 years
in retailling

Over 100
schools supplied

Website
totalclothing.co.uk

Jan is a member of
the Schoolwear Assn
Exec Committee

With all the uncertainty it’s important to stay positive and make a clear plan for the
year ahead. Here are some tips from Jan on how to prepare for a successful year:

01
02
03
04

COMMUNICATE

Contact your schools and your
customers as soon as possible
– keeping everyone informed
should be your number one
priority! Help your school by
creating a professional parent
pack that explains how to order
and how best to beat the rush.

WORK WITH YOUR
SUPPLIER
Contact your supplier and explain
what you need – and ask for help
with marketing support. We are
in this together and succeed by
working as partners.

INVEST IN YOUR WEBSITE
Now is great time to review your
website – if you’re not technically
minded then hire in some help.
More orders are placed online
every year and demand will be
greater this summer. If you don’t
want to post items then offer click
and collect at times which are
convenient for customers.

APPOINTMENTS
Offer in-store appointments,
especially to new parents – and
spread these over the less busy
months. Back up any concerns with
sizing guarantees and make sure
you offer a complete package.

SIZING GUIDE

Create sizing guides for parents
and include sizing videos on your
website. Remember to include
sportswear too.

ONE-STOP SHOP
Don’t forget all those extras and
generic items. Customers are
looking for convenience as well as
quality and value – make life easy
with a one-stop offer that includes
all their schoolwear needs.

GIVE CONFIDENCE

Offer exchange guarantees to
give customers confidence if
they shopping early or online.

SPORTSWEAR
We’ve seen a big increase in
demand for sports and leisure
wear. Make sure you have great
range and include special offer
for parents who buy sports and
uniforms together.

05
06
07
08
13

Customers

spread the
peak with
fantasic
service.
Insight speaks to Howard Wilder
Sales Director - Banner

Every schoolwear retailer knows that the peak of demand comes in the summer,
with those few weeks before term starts being the busiest of all. From full uniforms
to forgotten sportswear there will always be some parents who leave it all to
the last minute; it’s a challenge we’re all used to, and at Banner we prepare
accordingly.
But in 2020 retailers faced additional problems.
The need to make shops COVID-19-secure led to severe restriction on the
number of customers in store; many parents looked to online shopping but with
unrealistic expectations of stock and delivery. And to cap it all, the new teaching
arrangements in many schools increased demand for garments such as
sportswear and jumpers, which led to shortages across the supply chain.
Despite these difficulties, the availability of key lines to our retailers held up well.
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Thanks to our biggest ever stock
holding we were able to supply 96% of
key lines immediately, and even with
restrictions on transport 91% of orders
were despatched within 24-hours. On
embroidery lines, we serviced more
than 95% within five days.
But the year ahead is likely to be even
more challenging claims Howard
Wilder, Sales Director at Banner. ‘It’s
likely that restrictions will be with us
for some time – not just in the UK but
across the world. That’s why we must
work with retailers to try and spread
the peak of demand. If we can spread
sales over even a few more weeks,
it will make a huge difference to the
quality of service that retailers and
parents receive.’
Howard says it’s especially important
that ‘new starters’ have the time to
discuss options and get to know their
local retailer. ‘Our research shows
that parents who have a positive first
experience are more likely to stay with
their official retailer – and they will
buy many more products there over
the lifetime of their child’s education.’
Last summer many enterprising
retailers prioritised these customers,
offering pre-booked instore
appointments ensuring they could
offer the personal attention which
builds customer relations and leaves a
lasting impression.
‘There’s not one simple answer,’ says
Howard. ‘But many of our retailers
came up with really inventive

solutions backed by great parent
communications to schools and
parents – over the coming months
and with Insights help, we want to
share the best of those ideas so that
we can make difference across the
country, not just in a few pockets of
excellence.’
To assist retailers further, the
marketing team at Banner will
be preparing some best practice
guidelines and at Insight we’ll be
sharing success stories and ideas in
future editions. ‘Changing established
buying patterns is never easy, but
it’s simply not sustainable or efficient
to continue as before,’ says Howard.
‘We’re absolutely committed to
supporting our retailers,’ he concludes
‘and we’ll be working flat out to help
them increases sales. In the face of
increasing competition and customer
expectations, it’s those customers
that adapt and work with us which will
flourish the most.’

If you need any help in
promoting your store, preparing
parent packs or simply want
some advice on serving your
customers in these changing
times, then contact Banner’s
marketing team at
marketing@banner.co.uk
– we’re here to help!
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7 ways to
spread the
peak.
Insight speaks
to Dean Plant

Marketing Director
- Banner

When Insight asked me
for ways to help retailers
to spread the peak, we
developed this simple 7
point plan...
16

1

PLAN

Make an action plan for your store which
includes communication, appointments
and special offers.

2

ORDER

Order early with all your suppliers to
secure your stock.

3 CONTACT

Contact all your local schools as soon as
possible and ask that they circulate your
store information.

4 PREPARE

Prepare a uniform checklist for parents
and circulate to your customers.

5 REFRESH

Refresh your website – now is an ideal
time to improve the design and appeal of
your online offer.

6 OFFER

Think about offering in store appointments
– and start early. Remember to guarantee
that sizing will be right – any issues and
you will replace free of charge.

7 REMIND

Send reminder emails to your customers .

17

Uniforms can
help to overcome
uncertainty.
If our industry has had an unpredictable
time this last year, it only reflects what
parents and pupils are feeling every day.
After months of stop-start schooling the
country has returned to lockdown until
at least March 8th, leaving many parents
more concerned than ever. And while
we all look forward to a gradual return to
more stable schooling, we know that the
restrictions and challenges will be with
us for many months to come.
We know too that this type of uncertainty
fuels other challenges. The transition
from primary to secondary schools
was especially difficult this year, with
open days and induction periods
cancelled or shortened. Communication
to parents was more limited than
usual - from reception classes to sixth
formers nobody could be sure what
arrangements would be in place. In
many ways it’s no surprise that many
parents were uncertain of what and
when to order.
The benefit of school uniform in
providing a sense of identity is well
known – as is the clarity of purpose
which wearing it gives to a student’s
day. This is why some schools have even
suggested that children wear uniform
when working from home. Ironically,
in a year when schooling has been
so different, uniform offers a sense of

18

The benefit of school
uniform is providing a
sense of identity.

stability that’s vital for the development
of children and young adults.
As suppliers and retailers of uniforms
we can help parents and students to
overcome at least a little of their anxiety.
Research shows that buying a uniform
– especially at key transition points - is
part of the process of ‘moving on’; for
both parents and children, reinforcing
the positive steps we take in life. There
are precious few parents in the country
that don’t have a ‘first day at school’
photo somewhere on display, on their
phone or in the family album.
And looking to this year, 2021 is likely to
be an especially positive one for our
sector. We can confidently plan for a
normal return to school in September,
based on the UKs strong vaccination
programme that should lift the dark
clouds of COVID-19 by the spring – and
we expect the demand for uniforms
to be stronger than ever. One of the
lessons that has come to the fore is
how uniforms help with safety and
hygiene – schools are telling us they
expect standards and compliance to be
stricter in future. This is good thing and
an opportunity for us as suppliers to help
parents and schools in their wish to see
positive change.
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helping customers
shop with
confidence.

Every retailer knows that style, quality and sustainability are critical
to what parents and pupils are looking for. That’s why at Banner
we’re committed to supporting you in delivering a service that leaves
parents feeling positive about what they buy – and students feeling
good about what they wear.

We recommend that you offer as much reassurance as possible, helping
your customers shop with confidence and convenience.

SIZING
The idea that children and
young people grow a size over
summer may be a myth, but it’s
a powerful one. Parents tell us
that a ‘sizing guarantee’ would
encourage them to shop earlier.
We recommend that you offer
to exchange unused garments
between purchase and the start
of term for those few pupils who
have grown more than expected.
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VALUE
With increased competition from
supermarkets and other clothing
discounters, parents tell us they are
looking for a range of price points
that offer great value.
Some of our most enterprising
retailers are offering ‘back to school
bundles’ at prices that reflect great
value for their loyal customers. It’s a
one stop offer that makes shopping
convenient too.

QUALITY
Students tell us they care about
what they wear, and how feeling
good at school is so important to
them.
Banner undertakes extensive
wash and wear tests so we are
confident that our products offer
the quality that’s needed for
garments which are worn so often.
Make sure you let parents know
about our quality guarantees –
giving them confidence that what
they buy will look good and last.

SUSTAINABILITY
Today, sustainability matters!
Our research is very clear –
parents and students are more
conscious than ever about their
impact on the planet. They
want responsibly sourced and
ethically produced garments.
Now is the time to help them
make a difference – look out
for our new eco-aware point
of sale material and labelling,
and promote sustainability to
connect with your customers.
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5 great ideas
to help your
customers during
Back to School.
Our enterprising customers came
up with some brilliant solutions
to serving customers – which of
these ideas might you try too?

Click and
Collect
Fast Lanes

This year saw
some additions to
Banner’s best sellers,
with new teaching
arrangements at
schools increasing
demand in
unexpected areas.

surprise
best sellers.
1

Many schools allowed
pupils to come to
school in sportswear
on days when PE was
timetabled.

2

3

Starting School
Bundles
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JUMPERS
Knitwear sales are up
vastly up as schools
ventilate classes and
use more outdoor
spaces for lessons.

Loyalty cards and
payment plans

Early bird
discounts

SPORTSWEAR &
LEISUREWEAR

COATS

Along with jumpers,
school coats have
been in high demand.

Personal appointments
and late night shopping

Remember to put a
plan together and
communicate it
to all your schools
well in advance.
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March
Issue
The importance
of sport.

If you have a question or a
suggestion on an issue you’d
like us to cover in future
editions then please get in
touch and email
marketing@banner.co.uk
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We’re already excited about the next edition
of Insight which will focus on the importance
of sport to the development of young people.
We’ll be looking at the latest products and
discussing why quality sportswear is so vital
to giving children the confidence they need to
be at their best. And we’ll be showcasing some
inspirational stories of the positive difference
that sport makes to their lives and communities.

