
We met up with Scott Torrens, Finance 
Director at M8 Group, owner of petplanet.
co.uk, who was kindly able to spare us 
some time out of his busy schedule. 

What is your delivery strategy?
We pride ourselves on offering our customers 
a broad range of delivery options so they can 
receive their purchases at a time and place 
that suits them. 

“What everyone wants to know is when 
their goods are coming, so we regularly 
communicate this with our customers and 
insist our courier partners to do the same.”

Some customers need things quickly and 
so we offer an express next day service, 
whereas others are happy with a standard 
delivery. What everyone wants to know is 
when their goods are coming, so we regularly 
communicate this with our customers and 
insist our courier partners to do the same.

We hold over 5,000 different products in stock 
and have in the group circa 100,000 sq ft of 
warehouse space. We invest to ensure we have 
high levels of in-stock availability so our customers 
should never have to wait for what they want.

How important is your choice of  
delivery partner?
Selecting the right delivery partners is 
extremely important for our business – they  
are the point of contact for our customers.  

“Selecting the right delivery partners is extremely important  
for our business – they are the point of contact for our customers.”

FIVE MINUTES WITH…

If we do everything else right, but get the 
delivery wrong, then we end up with  
an unhappy customer.

The costs that we incur when a delivery fails 
are more than just sending out replacement 
items and additional customer care costs – a 
failed delivery damages our relationship with 
our customer and can effect our wider online 
reputation. This is why we continually monitor 
and review our couriers’ performance.

How long have you worked with Hermes?
M8 Group contacted Hermes as we had heard 
good things about the services they provide. 
They became one of our courier partners 
around two years ago, providing a standard 
48-hour delivery service for our customers.  
We have been delighted with the service they 
have provided and as a result we have entered 
into a three-year agreement with them.

Can you tell us about the team that makes 
it happen behind the scenes?
We have been in business for 17 years and 
have grown every single year. 

“Our buying team is always up to date on 
the latest pet products and the fact that 
our dedicated customer service team is 
located on-site in Livingston means that  
we can be very responsive to any issues.”

Based in Livingston, West Lothian, we have a 
team of around 100 people who really know 

their stuff. Most of us are pet lovers and we 
know what our customers and their pets want! 

“As a dedicated on-line retailer everything 
we do, from buying and ranging, through 
pricing to merchandising and marketing, 
is optimised for the unique challenges of 
online retail.”

Our buying team is always up to date on 
the latest pet products and the fact that our 
dedicated customer service team is located  
on-site in Livingston means that we can be  
very responsive to any issues.

What is the secret behind the company’s 
success?
As a dedicated on-line retailer everything we 
do, from buying and ranging, through pricing 
to merchandising and marketing, is optimised 
for the unique challenges of online retail.  
The end result is that we believe we offer  
our customers a unique value proposition.  

Beyond that it’s about ensuring our websites 
keep up-to-date with technology trends. For 
example we are seeing a much greater number 
of orders being placed using mobile devices so 
we have adapted to facilitate this. Finally, we 
ensure that our costs are well controlled so that 
we can offer exceptional value to customers.

www.hermesworld.com/en

SCOTT TORRENS
Finance Director at petplanet.co.uk

Petplanet.co.uk has long been recognised as one of the online market leaders in the pet sector within the UK, with a comprehensive range of  
pet foods for all domestic pets. The retailer also stocks a massive selection of pet products from cages and activity centres, to beds and toys, 
as well as a wide range of health and grooming products. Key to its success is the company’s unwavering focus on customer service, which is 
reflected in the range of innovative delivery solutions it offers.


