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Introduction from

National President, Ray Monelle

Paul Baxter, CEO

Independent retailers are an important part of communities across the
UK. Whether it is raising support for a local cause, giving young people
their first job, looking after the elderly, providing a store to door news
delivery service or being the gateway for bill payments – we put the
convenient in convenience stores.

Why does the NFRN exist? It’s simple: to provide help and practical support to ensure so our 15,000
members can grow sales, reduce costs and trade successfully. But that’s not all. We encourage higher
retail standards, to help independent retailers understand, introduce and comply with latest legislation
and we offer training to ensure our members can compete more effectively in today’s challenging
environment. When things go wrong, we offer legal advice and our pastoral care, meanwhile, extends to
offering security and support.

Our members pride themselves on being responsible retailers, ensuring
that age restricted products do not get into the hands of children and
that the alcohol and tobacco we sell has had the correct duty paid on
them. We offer a beneficial service to the surrounding community.
Behind every independent retailer is a family business that gives
back to their neighbourhood; the challenges our members face is of
great significance.
This Independent Retail Report will bring together the range of issues
that impact on retailers and their businesses; whether burdensome cost
or regulation, lack of fairness in competition, or the threats that could
lead them to, ultimately, cease trading, this report aims to highlight
these challenges.
I encourage you, after reading this report, to contact the NFRN and your
local independent retailers to discuss the issues that matter to them
and how you can help. Please support our members and realise the real
benefit of loving local.

Such advice, assistance and support is vital for independent retailers who are facing ever increasing
operating costs, yet more legislation, red tape and trading competition, not just from the multiples but
from illicit and counterfeit traders.
Retail crime is a key issue of concern, with hardly a day going by when a shop owner or assistant does
not become a victim. The NFRN cares for the welfare of our members and we are deeply concerned
about police response times. Currently, many police forces are slow in responding to incidents and
complacent in their dealings. Neither do we feel that if there is a prosecution, that the sentence fits the
crime. For that reason we want the impact of retail crime high on the political agenda and adequate
resources and attention given to tackling this blight on retailers’ lives.
Challenging anti competitive contracts and unfair charges levied on independent retailers is another
issue that the NFRN finds itself undertaking on an almost daily basis. Not so long ago, the government
cleared the way for better contract terms for utility companies. We want the government now to turn its
attention to protecting retailers against supplier orientated contracts with two-way clauses; cooling off
periods so contracts can be controlled without incurring penalties and clearer information so buyers are
well aware of what they are signing up to.
Within this Independent Retail Report we also reveal how roadworks, the national living
wage and insufficient parking all impact on the businesses of independents and how we
want to see markets operate more transparently and competitively and with sufficient
regulation in place to protect small businesses from unfair practices. There are many
issues that threaten the livelihood of our members. Please help us overcome them and
protect the variety, vibrancy and value of the independent retail sector.

Ray Monelle
National President of the NFRN

“

We offer a beneficial
service to the surrounding
community...”
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There are many issues that threaten the livelihood of our members. Please help us
overcome them and protect the variety, vibrancy and value of the independent retail sector.

Paul Baxter
Chief Executive of the NFRN

“

The NFRN cares
for the welfare of
our members...”
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About the NFRN: The Federation of Independent Retailers
While it can trace its history back to the 1840s it was in Leicester in July 1919 that the first
unified conference of the NFRN was held.
A hundred years later, in today’s highly competitive market, membership of the NFRN still
gives independent retailers a trading advantage as our 15,000 members show. From access
to professional legal and financial services through our NFRN Legal and NFRN Legal Plus
services, commercial support and membership of our own buying group, to a campaigning
team who are fighting for retailers in the corridors of power, the NFRN provides members
with the services, protection and support they need.
A team of national officials, led by the National President, are elected by the NFRN’s Annual
Conference which sits at the top of a democratic membership structure that reaches from
local branches and districts to the National Executive Committee and National Council.
While the NFRN’s policy is set by members at Annual Conference, implementation of that
policy is the responsibility of Chief Executive Paul Baxter.
An experienced field force is one of the NFRN’s great strengths. Retail Development
Managers and Retail Support Officers support members in their place of business, keeping
them up to date with regulatory changes, the latest offers and helping members to make the
most of the benefits the NFRN offers.

What the NFRN does for retailers
LEGAL

Protects independent retailers’ businesses from legal costs
through a 24/7 legal advice and claims process

CONNECT

Our highly trained professionals offer retailers
practical solutions for their business concerns.

RETAIL STANDARDS

NFRNOnline.com is the NFRN’s main website, providing a place for members to obtain the
information they need about industry and legal developments, news and details of how to
access the NFRN’s services. Members also receive The Fed magazine six times a year, with
in depth articles on the issues that most affect retailers, and regular local bulletins.

A wealth of information and guidance to help with the development
of core business skills and organisation to deliver higher retailer
excellence and greater profitability.

Offers a comprehensive package of products to protect businesses,
homes and rental properties tailored to each member’s needs.

The NFRN’s portfolio of services to independent retailers is completed by our associated
companies NFRN Credit Union that provides savings and loans products and NFRN Mutual
that provides a range of business cover tailored for retailers.

Financial and savings support for themselves,
employees and businesses.

With its member focused approach and a hundred years of retail experience, no organisation
does as much as the NFRN to help today’s independent retailer.
Membership of the NFRN consists of a variety of independent retailers, including:

6

NEWSAGENTS

PETROL FORECOURTS

COFFEE SHOPS

CONFECTIONERS

NEWS DELIVERERS

CARD & STATIONERY SHOPS

CONVENIENCE STORES

OFF-LICENCES

GREENGROCERS

FLORISTS

POST OFFICES

ASSIST

Confidential support, direction and solutions to financial pressures
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RETAIL CRIME
Violent crime continues to increase and retail staff are on the frontline. British Retail Consortium
statistics show that one shop worker is attacked or threatened every minute of the shopping
day. Female workers feel particularly vulnerable and the stress that this can cause can itself
be a problem even if they are not a victim of attack. Our latest members’ survey on retail crime
revealed that 44% of retailers believe that compared with five years ago, crime against their
business has increased, 17% of those believe significantly; in addition, 41% of respondents said
that crime against their business has remained about the same.

RETAIL CRIME

2017

CASE STUDY
Cost of Shop Theft in Time
#NoTimeForRetailCrime

COST

TIME

£438 Million

PER YEAR

£36.5 Million

PER MONTH

£9.1 Million

PER WEEK

£1.3 Million

PER DAY

£54,315

PER HOUR

£905.25

PER MINUTE

£15

EVERY SECOND

Shop Theft
A significant cost to the retail industry is shop theft. The 2016 BRC Crime Survey revealed a record
high in terms of the cost to retailers, with retailers losing £438million last year. Overall, the
cost of theft has increased by a staggering 622% between 2008/09 until present day. In 2008/09
the average cost per incident was £45, compared with an average of £325 today. This cost is
escalating year on year, with a 36% increase on the previous year.
Retailers across the UK report that one of their biggest threats to their business is customer
theft. As a result, retailers continue to invest heavily in loss prevention measures, including CCTV,
mirrors, panic alarms, shutters, and high value items secured behind counters and overhead
gantrys. However, micro businesses do not have the financial capability to invest the same as
large national chains, who have a physical security presence. Therefore, small independent
retailers need to trust in police for reliable response times from their local force.
Businesses responding to the BRC Survey said they would like to see better police collaboration
for the investigation of crime that crosses police force borders, but a majority (56%) say that they
believe the police operate ‘poorly’ or ‘very poorly’ when dealing with retail crime. Retailers are
reporting more organised levels of criminal activity, which can often fall into gaps between police
borders. Although regional police response units have been created, the NFRN are concerned
about the capability of law enforcement to respond to offenders who operate beyond this.
There is a significant under-reporting of crime, in particular shop theft, which the NFRN recognise.
The Home Office’s Crimes Against Businesses – Victimisation Survey revealed in 2015 that on
average 34% of shop theft is reported to the police, compared with 44% in the previous year.
Respondents to one of the NFRN’s recent crime surveys indicated that the reasons they did not
report crime to the police was; 33% believe that their police are unable to adequately prosecute
shoplifters, whilst 44% said the cost of the theft was ‘too small’ for all the time and hassle
spent. We believe no crime is too small and we cannot simply ignore crime because of cost.

Retail Crime Incidents by Type (2016)
Violence, Burglary, Vandalism, Employee
Theft and Robbery - 7%

Fraud - 18%

Customer Theft - 75%
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Violence and Abuse
Retail staff continue to suffer an unprecedented level of
violence and abuse in their workplace, which for a large
proportion of NFRN members, is also their home. The Union of
Shop, Distributive and Allied Workers (USDAW) revealed in their
‘Freedom From Fear’ campaign in 2014 that 241 retail staff
were victims of violent abuse every single day. In an industry
of three million workers. The retail sector needs to have the
confidence that they will be protected in their place of work.
In the last 12 months, more than 44% of shop workers have
been verbally abused and one in four have been threatened as
they go about their lives behind counters and tills. BRC Crime
Survey 2016 revealed a huge 40% rise of violence and abuse
last year, with over 51 incidents of violence and abuse per 1,000
staff. It is the smaller retailers that are on the frontline and see
more violent behaviour and are prone to being assaulted by
customers; therefore smaller retailers need extra protection and
depend on faster response times from the police.
Almost a third of incidents go unreported due to the lack of
confidence in the police to take the incident seriously and for
the crime to be dealt with. Many instances of violence arises
when shop workers request proof of I.D on age restricted
products, such as alcohol, tobacco and lottery products.
NFRN members pride themselves on being responsible
retailers and operate age restricted schemes such as
‘Challenge 21’ and ‘Challenge 25’ as well as carrying out a ‘No
I.D, No Sale’ policy. However, this can often be a main cause of
violence and abuse from customers.
INVESTIGATION – The NFRN is currently working with
Underage Sales Ltd and USDAW in researching the level of
violence and abuse shop workers receive through an industry
wide survey.
NFRN Calls for: The Government to do more to help
protect shop workers in their place of work, by
introducing a specific offence for assaulting a shop
worker when asking a customer for I.D.

RETAIL CRIME

Robbery

CASE STUDY

NFRN retailer, Harry Goraya, has
experienced several incidents of
shop theft in recent weeks, which
has led to further investments in
security measures to limit losses
– however he still encounters
offenders on a regular basis.
An incident in December
2016 raised further concerns
regarding the Police’s approach
to retail crime. Mr Goraya
apprehended an offender for
shop theft and called the Police
for assistance. The response that
Mr Goraya received he described
as ‘totally unacceptable’.
The Police said they would be
on their way to Mr Goraya’s
store, which is located 5 minutes
from the police station. Hours
later, still no response, when
called again the response from
the Police was requesting Mr
Goraya to search the offender
for identification – which he had
none – which the Police then
stated they would not attend and
to let the offender go.

Violence and
assaults have
increased

40%

241
RETAIL STAFF

are assaulted
every single day
10
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Violent crime in England and Wales has seen a 24% rise, and this correlates to the crimes
affecting retailers. The most common weapon used in an armed robbery against retailers is a
knife. The latest ONS statistics show that knife crime has increased 9% in the last year, with
over 28,000 recorded offences.
The number of robberies per 100 stores has increased again by 6%. This is a worrying rise
for retailers in what is inherently a violent crime which does not only have a financial loss but
has often resulted in loss of life. Several NFRN retailers in recent months have been seriously
injured from violent robberies.
The cost per incident for robberies varies on average between £700-£1500 per incident, not
including the staff loss to the business due to loss and/or injury. Small independent retailers
are reporting well organised crime is increasingly repsonsible and the NFRN urge both the
Government and the Police to establish a strategy to target the increases in robberies and raids
across the country. Small and micro retailers are seen as ‘easy targets’, as they are often open
early until late. Many retailers have a limited staff level and can often be outnumbered by
violent attackers and raiders. The number of incidents of robbery and attempted robbery of
small retailers is increasing across the whole of the United Kingdom.

Vandalism
On average, there are 45 incidents of criminal damage per 100 stores, up from 43 on the
previous year, with the average cost per incident rising as well to £802, a 16% increase
on previous reports. This is a substantial cost for a small business; as a result a retailer is
forced to increase prices of their products and delay plans for investment, which affects jobs
and the community.
Most vandalism and criminal damage goes unreported by retailers, with the Home Office Crimes
Against Businesses – Victimisation Survey 2015 revealing that only 31% of retailers reported
vandalism and criminal damage, down from 35% on the previous two years.

Fraud and Cyber Attacks
Fraud remains a significant threat to retailers, with the level of fraud committed against the
sector rising year on year. The direct cost of fraud and cyber attacks can be very costly, however
it is the loss in consumer trust and reputational damage which can bring the biggest loss for
a retailer. Retailers are concerned by an inadequate response to fraud, with an astonishingly
small proportion of fraud cases resulting in prosecution. The Metropolitan Police recorded a
‘Fraud Funnel’ 2014, highlighting the number of fraud cases being solved being low; out of 81,631
incidents of fraud reported, only 9 incidents resulted in successful police or judicial outcomes.

Barclay’s Bank estimate that in 2015, Credit Card fraud amounted to £575m
loss, which is a 26% increase on loss in 2014. Fraud costs the retail sector more
than £200million each year. Credit Card Fraud is the biggest contributor and the
highest cost, with more than 600,000 recorded incidents each year.
11
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The Illicit Trade Market

Impact on Children and Health

Illicit trade includes counterfeit and smuggled products. The illicit tobacco market contributes significant
losses to legitimate retailers across the UK, with illicit tobacco often between 50-70% cheaper than retail
value. Recent research has revealed the scale of illicit tobacco with a general lack of knowledge amongst
smokers, of the health risks they pose to themselves and also to children.

The health concerns of illicit tobacco are enormous, with the World
Health Organisation stating that if illicit tobacco was eliminated today,
it would save 32,000 lives every year in the UK by 2030.

NORTH WEST AND
NORTH EAST OF
ENGLAND (MARCH –
APRIL 2011)

SOUTH WEST
ENGLAND (MARCH –
MAY 2010)

This indicates that there is a lack

Proportion of smokers
who are comfortable with
illicit tobacco

NFRN
RESPONSE

15%

28%

of information to the general public

Proportion of people
agreeing that illicit
tobacco is a danger to
children because they can

88%

76%

Public believe that there are health
risks facing children, however

buy it easily and cheaply

25% of the public would not report
the sale of illicit tobacco sold to
children, which is alarming.

Proportion of people
likely to report someone
selling illicit tobacco to

75%

75%

children
Consumers need to be informed
of the greater dangers and

Proportion of people
likely to report someone
selling illicit tobacco (to

29%

32%

tobacco; the health impacts due

This is a direct consequence of
high taxation on tobacco products

tobacco buyers that said
illicit tobacco makes
it possible for them to
smoke when they could
not afford to otherwise

12

60%

69%

for the London Health
Board
Study of 3,000 Londoners
found that one third
of smokers surveyed
had been offered illicit
tobacco to buy.
Those who had
tried the illicit
tobacco
became

and strict tobacco legislation as
it pushes consumers to the illicit
market which is extremely harmful
to legitimate retailers, the Treasury
and consumer health.

regular buyers.

Loss to the Exchequer
The tobacco tax gap is made up of the illicit markets in cigarettes and
hand-rolling tobacco and it was estimated in 2015/16 that this cost
was £2.4bn, a 33% increase on the previous year, with £1.9bn lost in
tobacco duties and £0.5bn in VAT. The Exchequer is missing out on an
overwhelming £15bn due to the illicit tobacco market.

One in five buyers had
bought it from a ‘hawker’
on the street. The
average price paid for a
pack of illicit cigarettes

Around £31.6 bn of tax revenue has been lost because of the illicit
market in spirits, beer, and wine, cigarettes, rolling tobacco and diesel
according to analysis of HMRC by the TaxPayers Alliance. High taxes on
alcohol and tobacco simply fuel a black market in illicit goods, meaning
HMRC loses out.

was £4.13, compared to
the average price today
for the same pack £9.60.

NFRN members are concerned by the lack of prosecutions and
enforcement regarding illicit trade. The illicit tobacco market has
grown from 8% to circa 20% in certain parts of the country.

CASE STUDY

economic impact
Proportion of illicit

NEMS Market Research

Children have direct access to the illicit tobacco market, an example
can be seen...
In Halton Cheshire , the Council estimates that in 2015-16, 31% of
14 to 17 year olds in Halton Cheshire who smoked, reported they
had bought cigarettes with health warnings in a different language.
In addition to this, results from the 2011 North of England tobacco
survey interviewed 358 young people aged 14-15 years. The most
common source that they reported having bought illicit tobacco
was from a friend (59%), followed by so called ‘fag houses’ (34%)
and shops (25%). However, the most common types of shop often
associated with illicit tobacco are barbers, cafés, pubs and clubs.

implications that come with illicit
to counterfeit produce and the

an adult)

CASE STUDY

surrounding the health risks for
consumers of illicit tobacco

2017

20%
18%

Regional illicit tobacco surveys
Proportion of smokers buying illicit tobacco
in different areas of the country:
North of England
(June – July 2009)
– 20%
North of England
(March – April 2011) – 18%
South West of England (March – May 2010) – 20%

20%
13
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Police and Retail Crime

The NFRN believes that crime is
recorded and responded to differently
depending on where the incident is
reported, creating a ‘postcode lottery’
in terms of retail crime. Retailers
across the UK are losing trust in the
police as they do not believe they
are actively supporting the smaller
businesses, who often feel forgotten.

GROUP A

GROUP B

Leicestershire

Thames
Valley

Bedfordshire

Cheshire

Urgent Response

3%

50%

39%

21%

Immediate Response

24%

44%

29%

44%

Appointment /
Deferred

12%

2%

17%

34%

Not Attended

61%

---

---

---

4%

---

---

Telephone

2017

Under Reporting
There is a serious lack of reporting of retail crime. Whilst the NFRN actively encourages members
to report all instances to the police the decline in police reporting is mainly due to retailers not
believing that the police will adequately resolve their reported crime. Prosecution and conviction
rates for shop theft is at an all time low. Some areas of the UK have as little as a 5% conviction rate
for shop theft.
Due to prosecution rates being so low, retailers often don’t report incidents to the police as they feel
that nothing will be done, as the NFRN Crime Survey revealed - 33% of retailers said that the police
were unable to adequately prosecute shoplifters. Independent retailers and the NFRN believe that
no crime should go unpunished and retailers should not be left to face the costs of crime.

NFRN RETAIL CRIME SURVEY
When NFRN members were asked
why they did not report shop theft

Northern Ireland -

25%
SAID THE POLICE

to the police, responses were:

817 RETAILERS

were victims of violence
in their store in 2016

“DID NOT
RESPOND”

33%

34%
SAID “IT TOOK
TOO MUCH TIME”

Nottingham - 357 RETAILERS
were victims of violence in their store in
2016, 145 with physical injury

SAID THE POLICE
WERE UNABLE TO

ADEQUATELY
PROSECUTE
SHOPLIFTERS

HOME OFFICE’S CRIMES AGAINST BUSINESSES
– Commercial Victimisation Survey 2014
Victimisation Survey revealed that only 44% of customer theft was reported to the police –
Retail sector In addition: only 35% of vandalism against retail premises were reported
HOME OFFICE’S CRIMES AGAINST BUSINESSES
– Commercial Victimisation Survey 2015

Suffolk Constabulary -

258 RETAILERS were

Merseyside - 368 RETAILERS

victims of violence in their
store in 2016

were victims of violence in their store in
2016, 151 with physical injury

Victimisation Survey revealed that only 34% of customer theft was reported to the police –
Retail Sector. In addition: only 31% of vandalism against retail premises were reported
LONDON MAYORS OFFICE FOR POLICING & CRIME
- (MOPAC) Business Crime Strategy 2014 - 16
Across the capital, crime is down by 17% but crimes against businesses remains significantly
under-reported and the police response when reports are made is too often ‘inadequate’

Kent 93% Increase
between 2010
and 2016

South Wales - The number of Retail
Crime Incidents has increased by

464% to 70,727 recorded
incidents of retail crime.

Thames Valley - 527 RETAILERS

were victims of violence in their store in 2016,
147 with physical injury
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VIOLENCE AGAINST THE
PERSON RETAIL CRIME - KENT
2010
2011
2012
2013
2014
2015
2016 – until
October

614
650
661
847
859
1076
1184

Home Office; crimes against businesses – findings from the Commercial Victimisation Survey
2014

2015

Change

Burglary

95%

88%

-7

Theft from customers

44%

34%

-10

Vandalism and Criminal Damage

35%

31%

-4

Assaults and threats

35%

42%

+7

The BRC Crime Survey 2016 revealed that most retailers (56%) now feel that the police perform either
poorly or very poorly in tackling the crime that they experience – this is a significant deterioration since
last year (43%).
15
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Impact Retail Crime has on Communities

All Party Parliamentary Group on Retail Crime

Retail crime not only impacts upon those who work in the businesses affected, it also impacts
on the local communities in which they serve.

The NFRN is the Secretariat to the All Party Parliamentary Group on Retail Crime, chaired by
Martin Vickers MP. The group’s purpose is to raise awareness of retail crime and the impact it
has on retailers.

If an independent retailer is driven out of business by the cost of retail crime has on their
business, then the local community loses out on the services of that shop and the variety that
independent retailers bring to the high street.
As well as the overwhelming cost retail crime has on retailers, the problem of losing staff is
becoming an increasing concern. Staff that work in small shops are working in fear; not wanting
to work late or work in the store at all due to the threat of being a victim of a robbery, abuse or
even killed in their place of work.
CASE STUDY

2017

We urge Members of Parliament and Peers to join the APPG on Retail Crime and get involved by
helping protect retailers across the country. Throughout the year the APPG on Retail Crime will
be conducting research, forming roundtables and panels and hosting events to raise awareness
of the cost of retail crime.
CHAIR AND REGISTERED CONTACT

PUBLIC ENQUIRY POINT

Martin Vickers MP

William Pryce

House of Commons

NFRN

London, SW1A 0AA

Yeoman House, Sekforde Street

Email: martin.vickers.mp@parliament.uk

London, EC1R 0HF

Imitiaz Haq (Queensferry)

Telephone:

020 7017 8864

Email: 		

William.pryce@nfrn.org.uk

Mr Haq was viciously attacked during a robbery on his
Queensferry store in December 2016. Mr Haq was stabbed
in the neck and hand, as well as horrifically beaten by his
attackers. Staff refused to go back to the store due to being
frightened by the risk of retail crime, which resulted in
Mr Haq closing down his store, with the community cut off

Retail Crime
Overview

£660

MILLION

from a convenience retailer.

The direct financial cost
of retail crime, up 8%

CASE STUDY
Nirupa Patel (Luton)
Mrs Patel continued to run her well-loved Luton

£438

MILLION
The annual cost
of shop theft.

Violence and abuse
against retail staff
has increased

40%

£15

Is lost every second
through shop theft

convenience store following the murder of her husband,
Jashbhai. However in 2015, Mrs Patel herself was attacked
in her store and suffered serious injuries on Christmas
Eve. Shortly afterwards, Mrs Patel pulled the shutters
down on her business for good.

NFRN Calls For: Police to work closer with small and micro businesses, in
particular retailers in combating organised and violent crime. For the Government
to affirm a tough stance on retail crime, with better response times and to a system
that actually deters people from committing shop theft.

16

ON AVERAGE
SHOP THEFT
HAPPENS EVERY
8 SECONDS

56%

of retailers
believe that police
response is ‘poor’
or ‘very poor’

Only 34% of
shop theft is
reported to
the Police

17
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Market Fairness
Introduction
Independent retailers are convenient by nature; they are
the foundation of the UK retail sector, however highly
competitive markets come with burdens and the NFRN
has led the fight against unfair changes in business
terms and conditions. Another unfair market is the news
wholesale supply chain which operates a duopoly system
in which retailers have no choice in supplier and are
burdened with increasing supply costs whilst seeing a
decline in service and a reduction in margins.

Supply Chain
CASE STUDY
Amit Patel (Greenwich)
“Following the introduction of the
carrier bag levy, we had many
customers who were confused
as to whether our store was
charging for single use plastic
carrier bags, but we didn’t
meet the levy criteria regarding

Carrier Bag Levy

employees. Since then, we have

Whilst the NFRN supported the Government’s decision
to establish a carrier bag levy in England, our members
were disappointed that small shops were excluded from
the requirement to charge for single-use plastic carrier
bags and believed a system similar to Wales or Scotland
or Northern Ireland was appropriate, where every retailer
must charge.

introduced a 5p charge to our
single use carrier bags and
donate all proceeds to Greenwich

It’s a real shame that small
stores were exempt from the
do their bit to protect the local
environment and reduce the
waste. Since we introduced a
charge, we have seen a massive
60% reduction in the number of
carrier bags issued. Before we
were seeing customers ask for
a bag for single items, however
this has now stopped.
We also contribute back to our
local community and have raised

NFRN Calls For: The Government to amend
The Single Use Carrier Bags Charge (England)
Order 2015 to include small retailers.

Newspapers and magazines are a significant footfall driver for independent retailers. There have
been some substantial changes within the newspaper and magazine distribution network over a
number of years. Unfortunately for the retail sector these have made life considerably harder and
far less profitable.

Introduction
Despite competition from digital editions, newspapers and magazines remain part of society’s
fabric and a principle reason behind many shopping visits to community stores. But the news
industry is in danger of killing itself unless an investigation into its workings takes place.
The CMA failed to investigate inequalities within the news supply chain in 2012, and today the
wholesaler duopoly remains unchallenged. Carriage charges continue to escalate,
retail margins have been slashed and with a woefully inadequate service from
news wholesalers, coupled with the fact that for many retailers stocking
newspapers and magazines is no longer profitable, universal access to the
press, together with freedom of speech, is now under greater threat than
ever before.

and Bexley Community Hospice.

levy as small retailers want to

The NFRN urges the Government to amend the carrier bag
levy and include small shops so small businesses can do
their bit to combat waste and protect the environment.
Several independent retailers in England have introduced
a 5 pence charge on single-use carrier bags, with
proceeds going to local causes. This would create a
greater environmental benefit as well as removing
the customer confusion of who charges for bags and
who doesn’t. We believe it should be a universal levy
throughout the United Kingdom.

2017

more than £150 for our local
hospice”.

Retailer Profitability
Because of its archaic structure, instead of sectors sharing any
rewards as witnessed with every other supply chain, publishers
are able to take money from independent retailers (their largest
customer) without any consultation in the form of regular margin
cuts. Rather than investing this money back into its products, they are
using it to further increase their profits or to finance their loss making
ventures to an online world.
Not so long ago, the retailers’ margin was circa 30% per copy and this was seen as a fair reward
for the work associated with selling newspapers. Today, and despite higher cover prices, a
retailer’s gross profit has been cut by a third, with the average margin at 21%.

Monopolistic contracts
With a total lack of transparency, publishers offer non competitive and lucrative contracts
to just two wholesalers who control exclusive and vast geographical areas. They are also
able to increase their profits and to further their non news business goals without challenge.
Wholesalers have total power over the carriage charges they enforce onto their retailer
customers and both are further reducing the retailers’ profits through regular and unwarranted
increases often by ludicrous and unprecedented amounts.
Again, this is implemented without any consultation and the net result is that the retailers’
percentage profit for selling news is now in single digits. This continued lack of supplier choice is
another of the fundamental reasons why the universal availability of news continues to diminish.
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Service Failings

Payment Service

As if a backdrop of continued margin cuts and excessive overcharging was not enough, a third
element is also furthering the demise of news.

Payment services allow customers to pay for their energy meter pre payments, bill payments,
mobile phone top-ups, transport tickets, benefit payments, cash withdrawals and TV licences
to name a few, with ease at their local retailer. However, these services are becoming more
expensive for retailers to provide to customers and their local community, with many members
reconsidering offering the service due to affordability.

On a daily basis, too many newspapers and magazines arrive after the consumer has visited a
store or the news deliverers have left for school while requests from retailers for credits for
unsold copies are largely ignored. Poor wholesale service results in thousands of complaints
each week, yet these are being largely ignored, with the companies instead focusing on
saving millions of pounds by having fewer print sites, fewer distribution depots, less IT
investment, less customer facing personnel and fewer consumer products.
A recent independent retail survey revealed large scale dissatisfaction in the service provided
by this enforced agreement, yet unlike all other supply chains no alternative supplier is
permissible or foreseeable.
NFRN Complaints v's Carriage Charge Comparison
NFRN Connect Complaints

Late/Short/Missing Delivery

Credit Issues

Smiths Max Carriage Charge

Menzies Max Carriage Charge

14,000

£60.00
12,393

12,444

12,121

£58.00

12,000
10,508

10,473
10,000

£56.00
£54.00

8,042

8,510
£52.00

8,000

£50.00
6,000

4,987

4,000

5,086

4,451

5,258
4,599

2,800

3,797

2,000
2,291

2,238

2,666

2,300

£44.00
3,217

2,646

£42.00

0

complaints to
NFRN Connect
between 2010
and 2016

2011

38% of

complains to
NFRN Connect
are regarding
late delivery

2012

2013

There are

20% less

local wholesale
depots supplying
retailers since
2011

2014

2015

Retail carriage
charges have
increased by

21% over a 6
year period

It is the combined effect of escalating carriage charges, reduction in margins, and poor
service that has led to 11.5% of the independent news retailers being forced out and
stopped selling news.
NFRN Calls for: The Government to launch a review of the wholesale
distribution network to create a fair market for news retailers
20

The provision of services, such as paying council bills, utility bills, and TV licences, requires
availability of the service, which independent retailers often provide. However this is not
sustainable due to reductions in cost by national and local Government at the expense of small
businesses which now handle those payments.
Local Government have employed the service of these companies to collect council tax, but
have not considered the costings it has on retailers who provide the service, including banking
costs and charges, and whether retailers are experiencing a real living wage for the time and
administration burdens that attribute this service. Despite independent retailers offering a
beneficial service and contributing to the local economy, by providing this service means facing
additional costs at a loss to their business.
NFRN Calls for: The Government to recognise the value of the service provided by
independent retailers for their local community and; for the Government to support
our members to offset the cost of providing this via a reduction in business rates or
other forms of offset.

£40.00
2010

74,491

One of the problems our members have with payment service providers and their exclusivity
agreements which ban retailers from using terminals from any of their competitors at the same
time. Some payment service providers have exclusive relationships with many of the biggest
utility providers, including British Gas, resulting in many customers not being able to pay for all
their bills at their local shop because of a restricted service.

£48.00
£46.00

3,031

2017

2016

10.7
Million

News copies
re-run in 2016

11.5%
INDEPENDENT NEWS
RETAILERS FORCED TO
EXIT THE MARKET PAST
5 YEARS.

“services are
becoming more
expensive for
retailers”
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Post Offices and Payment Services
Retailers which operate as Post Office Locals and have provided payment services have had
to terminate one of their contracts due to exclusivity agreements. The NFRN strongly believes
that the payment service market should be competitive, so the retailer has a choice of which
operator to use.
Our members are keen to provide this service as they are fully aware of the benefit it has for
many of their customers, particularly in less well off communities. Yet as more unfair contract
terms are introduced, a lack of competitive market, contractual conflict with Post Office Locals
and the affordability of providing these services are all being called into question.

Post Office Network Overview
The Post Office network is coming to the end of the biggest restructuring programme in its
history under the ‘Network Transformation Project’. More than 8,000 branches have been
modernised and moved into new business models, with almost half being converted into
Post Office Locals, moving away from stand-alone post offices into other businesses, such as
convenience stores and newsagents. This restructure has led to many Post Offices opening for
longer hours and modernising the sector.
Whilst mail and parcel delivery services are still an important function of the Post Office network’s
future, non-mail services used by Post Office Local customers are on the rise. Nearly 3 in 10
customers use Post Office Locals to withdraw or deposit cash, and around 2 in 10 use the network
for pension and benefits, DVLA services and bill payments.
With the decline of the number of bank branches across the United Kingdom, Post Office are
becoming increasingly more important to the local community.
As well as being a member of the Post Office Advisory Group through Citizens Advice, the NFRN
represents more than 2,250 Post Office branches, equating to around 20% of the whole sector
and increasing.

					
The NFRN represents
more than 2,000 Post
Office members across
the UK.
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Employment and Administration

If you had to take one of the
following measures because
of the increases to the National
Minimum Wage and Living Wage?

Introduction
Whilst the NFRN is sympathetic to calls to increase the National Living and National Minimum
Wage, our members cannot easily absorb these increased costs which have resulted in a
hindrance on their business growth.

2017

Percentage of Respondents

74%

Reduce staff working hours

44%

Reduce staff numbers

National Living Wage and National Minimum Wage
The impact that the National Living Wage has on micro-business has not been anticipated by the
Government. It is important that the Government and the Low Pay Commission pays full attention.

90%

Work extra hours
Reduce opening hours

21%

Case Study: Increases to wage for Over 25s Timeline

2016
2015
2014
2012
2011
2010

£6.08

£6.19

2013

£6.31

£6.50

£6.70

£7.20

2017

£7.50

£5.93

This impacts consumers in local communities
across the UK, with 69% of respondents saying
they have had to increase stock prices to pay for
staff salary increases.
The British Retail Consortium reported in
February 2016 that the rising costs to retailers,
including the National Living Wage and the new
apprenticeship levy, could speed up job cuts
and store closures, stating that over the next 10
years the retail sector is facing the loss of up to
900,000 jobs and more than 74,000 shops (30%
of all shops in England and Wales) would close.

26.5% increase
In a five year period, the wage level of those over the age of 25 has increased by 21% from
£6.19 to £7.50 in 2017. However, retailers faced an overnight increase of 10.7% with the
introduction of the National Living Wage; despite planning well in advance many retailers still
find it difficult to accommodate this level of increase.
Results from the 2016 Living Wage survey revealed that the independent retail sector cannot
cope with the levels of statutory wage increases.
An overwhelming 84% of respondents to the NFRN Living Wage survey said that the Living
Wage has had a negative impact on their business. In combating this, 87% of respondents said
they have had to alter their business plans to pay for the Living Wage, in doing so.
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The office for Budget Responsibility warned that
there will be a loss of 60,000 jobs as a direct
result of the introduction of the National Living
Wage as well as working hours reduced by four
million per week.

Auto Enrolment
The introduction of auto enrolment has added
further cost to the cost the wage bill has on
independent retailers, the introduction of autoenrolment has additional burdens and costs.
Many independent retailers have had to
outsource auto enrolment and payroll due to the
burden it brings as well as complexity issues –
however this has significantly increased their
operating costs and accountancy fees.

CASE STUDY
Foster Denovo Enrolsme Limited –
What impact will auto enrolment have
on small businesses?
When small businesses were asked
if they thought automatic enrolment
would negatively affect their business,
the responses were:
•

37% said pay rises or bonuses
would be impacted

•

29% said they wouldn’t be affected

•

26% said they won’t be able to take
on more staff

Equally, 21% of employees believe
that their employer will be unlikely
to expand or grow due to automatic
enrolment.
More than one third, (34%) of small
businesses believes that they will have
to increase the costs of their goods
and services to pay for automatic
enrolment.
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Digital Tax
Following from the Government’s proposals for
a modern approach to the tax system by making
tax digital, the NFRN responded with concerns
regarding small businesses’ position.

EMPLOYMENT AND ADMINISTRATION

CASE STUDY
Roy Crawford of Crawfords
Newsagents (Exeter)
Our main business is news delivery,

The NFRN strongly believes that an appropriate
exemption threshold for making tax digital should
be permanently linked to the current threshold
for VAT registration, which is currently at £83,000.
However, overall we believe a staged voluntary
approach would be most beneficial, similar to the
system adopted in Australia.

delivering to over a thousand

Independent retailers require communication
and guidance from HMRC, as they may be less
digitally able. Additional support from accountants
and tax agents as well as software and training
should be made available from HMRC, or HMRC
accredited bodies. Resource costs for Making Tax
Digital for businesses will vary but it is clear that
smaller unincorporated businesses will find it most
difficult to adjust, with the expenses of purchasing
software, hardware and having the initial training
and ongoing associated costs that could become
disproportionally burdensome compared to
larger businesses. This additional burden makes
it incredibly difficult for today’s independent
retailer to manage, which is why the NFRN seeks
assurances from the Government and HMRC to
provide additional support and guidance through
workshops, training and software assistance.

To carry out a physical stock take and

customers daily. Quarterly tax returns
would involve a very substantial
increase in our accountancy fees,
which currently average approximately
£1,500 pa but we believe with Digital

2017

Bank Charges
Banks are not doing enough to support small businesses. They are not offering the services
that our members need and are charging unaffordable fees for basic services. The support of
the banking system in terms of lending to small and micro businesses and reducing costs on
services such as cash handling is vital if the independent retail sector is to thrive and deliver
economic benefits such as payment services and ATMs.
With decreasing margins on newspapers and magazines, the administration and cost attributed
to payment services, as well as working long hours throughout the week, independent retailers
are left to face the additional costs of handling cash for the benefit of third parties, and with
the decline in the number of bank branches across the United Kingdom, this is becoming
increasingly more difficult for small businesses.

Tax this figure could quadruple.

cost price each quarter would place
an intolerable burden on both our staff
and business as we need every hour
available to administer and promote
our business.
We already have to cope with
the continuing increases to the
National Living Wage, as well as
the administration and cost of Auto
Enrolled Pensions, which we have
had to outsource due to lack of time
available within our business.

NFRN calls for: Fundamentally, the
NFRN holds preference for an initial
voluntary rather than a mandatory
approach to Making Tax Digital and
specifically quarterly tax reporting.
The evidence for doing so can be
seen abroad. Australia’s digital tax
system already allows businesses
to file, amend, review balances and
check payment details and has done
so without introducing mandation.
26
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Customer Accessibility
Introduction
One of the biggest challenges for small businesses located in town centres and on the High Street
is customer accessibility. When a business is hampered by lack of parking, or lengthy road works,
it can seriously impact a small retailer’s business and can even lead them to close altogether.

Parking
Small independent retailers suffer greatly on the issue of parking, especially in comparison
with supermarkets and growing out of town developments. With parking supply already an issue
in many town and city centres, small businesses are feeling the impact. The cost of parking is
driving away custom from the High Street and from independent retailers. To park centrally in
town centres members of the public across the country can expect to pay more than £10 for a few
hours and very limited spaces for short term parking. This cost drives customers to seek free and
easy-access parking, mainly out of town business parks or supermarkets instead, or encourages
customers to shop online, which severely damages the traditional High Street.
According to the British Parking Association’s survey into the factors that dictate a driver’s choice
of car park, the top five factors were; Location, Personal Safety, Safe Environment, Tariffs and
Ease of access. 2016 witnessed a record parking fee intake for Councils across the UK, with
£756million taken, up from the previous record of £693million in the previous year. Across the
UK, the numbers of affordable and accessible parking spaces are in decline, but Councils across
the country are recording record intake in parking intake as a result of high tariffs.
AREA | Intake from Parking between 2011 and 2016 | £Million Intake

Manchester
Increased by 41%

£8.9 million

Nottingham
Increased by 312%

£13.6 million

Birmingham
Increased by 78%

£9.8 million

Milton Keynes
Increased by 63%

£10.8 million
Bristol
Increased by 108%

NFRN calls for: the Government and local authorities should work together
to provide more competitively priced parking, leading to more affordable
spaces in town centres or near High Streets.

£7.7 million
Westminster
Increased by 34%

£55.9 million
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Road Works Must Pay
The NFRN calls for a change in policy to ensure
local businesses directly impacted by road or
utility maintenance get a proportionate business
rate refund or are adequately compensated by
utilities and County Councils, depending on the
nature of the works.
Throughout the UK, road works are missing
their completion targets which have a
significant impact on many small businesses
but in particular the retail industry. Independent
retailers know their customers as they are an
integral part of their local community. When
a customer’s route to their convenience store
has been impaired due to road works, they will
go elsewhere. Independent retailers can report
declines in sales by as much as 60% during
road work periods.
With escalating business costs, the last thing
retailers need is the access to their business
to be severely hampered with no route to their
business and cutting off trade and deliveries.
Small businesses have to jump through hoops
to get the compensation they are rightly
entitled to from utility companies and there is
no compensation for the damage caused from
highways maintenance works.

INDEPENDENT RETAIL REPORT

2017

CASE STUDY
Mr Dessi is a convenience store owner
in Staffordshire. In 2015 and throughout
2016 his store was hampered by
significant road works conducted by
both Highways Maintenance and Utility
Companies, in separate areas that
surrounded his store and significantly
impaired customer’s ability to reach his
store. The work lasted many months,
which had resulted in more than 60%
loss in custom and as a result Mr Dessi
had to let go most of his staff just to
keep afloat. Mr Dessi said that claiming
compensation and rate relief involves
“jumping through many hoops” and the
system is not fit for purpose.

CASE STUDY
Mr Hunt (Euxton, Lancashire)
Ongoing road works cut off the main
route to one of Mr Hunt’s stores in
Euxton, which cost him more than
£55,000 in sales as a direct result.

CASE STUDY
Mr Piper (Ramsgate, Kent)
Road works lasted 8 months, much
longer than stated. Only £800 was
offered to Mr Piper in the form of
compensation, which was nowhere near
enough.

NFRN calls for: A simple,
transparent process for business
to claim compensation and
business rate reduction for road
works and utility maintenance
that has affected their business.
30

Mr Piper struggled to keep the business
open due to customers being unable
to stop at the row of shops, which
forced him to close down his family
convenience store.
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Summary
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•

For a specific offence to be created for violence and abuse against shop workers, when
asked for proof of age before purchase on age restricted products

•

For the Government to affirm a strong and serious position towards retail crime, in
particular against shop theft, by providing Police with necessary support as well as
working with businesses to help prevent crime and bring offenders to justice

•

For the Government to investigate the scale of the illicit trade market, especially illicit
tobacco, and the damage it has on legitimate retailers, the economy and consumer
health, and greater communication between Police, Border Force and HMRC when illicit
tobacco is reported

•

For the Government to review the impact that the Living Wage and auto-enrolment has on
small and micro businesses and to assess the level of increases scheduled

•

A re-think into compulsory ‘Making Tax Digital’ for small and micro businesses by
allowing businesses to opt in voluntarily into digital tax as well as greater support for
the smallest of businesses with training, guidance and relevant software for greater
understanding and compliance

•

For the Government to recognise the value of payment services provided by independent
retailers and to look into offsetting the burdensome costs retailers face for providing this
service which benefits the local community

•

A review into the news wholesale distribution network to level the playing field and
create fairness in the market that is dominated by a duopoly

•

Help for the high street and the businesses which make them by investigating the
parking availability and affordability in town centres

•

A re-think the carrier bag levy in England, amending the legislation to include small
retailers who want to assist in reducing waste and help to protect the environment

•

A simple, transparent process for claiming compensation or a business rate reduction
for road works affecting small and micro businesses
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If you have any queries, to arrange
a meeting or to visit your local
independent retailer, please contact the
NFRN Public Affairs Team below:
NFRN
Yeoman House
Sekforde Street
London
EC1R 0HF
Tel: 020 7253 4225			
Email: PublicAffairs@nfrn.org.uk

