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HIE: Describe today’s ABC Supply.

KH: By the numbers, we are the largest
wholesale distributor of roofing, and one
of the nation’s largest distributors of sid-
ing, windows and other select exterior
building products, in the U.8,

We are a dynamic, evolving company
that strives for continuous improvement
while remaining true to our core values
of respecting our customers and doing
everything we can to make life easier
for them,

We view our company as a “large,
small company.” In other words, our cus-
tomers know us on a first-name basis
and as an accessible, helpful, and respon-
sive part of the local community at the
branch level. At the same time, the
branches are backed by our resources.
Last year, we spent more than $50 mil-
lion on trucks and other equipment to
ensure we have the right tools to take
care of our customers,

HIE: How has ABC Supply evolved over
the last 25 years?

KH: Most important is what has not
changed. Our core value remains, and
always will be, having respect and
appreciation for our contractor cus-
tomers. That means keeping our promis-
es and doing whatever it takes to help
them grow.

Today, we are a $3 billion company.
Obviously, that means we've created the
right infrastructure — tools to measure
our performance, training and education
for our associates, and the necessary
trucks and other equipment — to ensure
our core values remain intact and that
we're achieving our mission. It's all

about continuous improvement. For
example, we established ABC
University in 1999 and have since made
a significant investment in training more
than 1,400 associates. This program
gives our associates the necessary skills
and knowledge to deliver on our promis-
es to the customers.

When we were smaller, we could eas-
ily pick up the phone and call all of the
branch managers to find out what was
happening in the marketplace. Today,
we use a variety of tools to measure cus-
tomer and associate engagement and
customer satisfaction.

HIE: Elaborate on these tools.
KH: We actively and regularly talk to
more than 35,000 of our customers to
learn about their needs, our strengths,
and what we can do better. These cus-
tomer engagement studies that we con-
duct measure operational statistics and
the strength of our customer relation-
ships. We ask them questions such as,
“Does ABC treat you with respect?” and
“Does ABC deliver on its promises?” We
also conduct Customer Advisory Panel
meetings throughout the country each
vear, and provide a National Customer
Satisfaction Hotline to answer concerns
that can’t be addressed by their local
branch managers. Lastly, we're engaged
in a project called the Customer Service
Delivery System, or CSDS. The goal is to
systemize the best practices of our best
branches in order proeessing, staging, and
delivery so we can continue to provide the
best possible service to our customers.

In addition, we produce quarterly
branch scorecards so our branch man-
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agers and associates have a clear picture
of what they are doing well and where
there are opportunities for improvement.
Key metrics include customer satisfac-
tion, customer engagement, associate
engagement, and financial performance.

HIE: What have been the most signifi-
cant milestones over the past 25 years?
KH: In 1997, we opened our 200th loca-
tion and made two major acquisitions to
achieve our goal of becoming a national
organization. Champ Industries gave us
an additional 32 locations, along with
Stone Metal Products, while Viking
Building Products and its 12 locations
gave us a dominant presence in New
England.

The following year, we reached $1 bil-
lion in sales.

In 1999, we founded ABC University,
as I mentioned, and it has become a
major contributor to our success.

Then in 2004, we achieved $2 billion in
sales, which was quite impressive.
While it took us 16 years to reach $1 hil-
lion in sales, it took us only six years to
achieve $2 billion and only two more
vears to reach the $3 billion milestone,

HIE: Assess results for 2006.
KH: We experienced double-digit growth
in nearly all categories, and same-store
sales were also strong. The effect of
the storms, along with acquisitions and
new start-up branches, drove the busi-
ness. Although there was an overall
dropoff near the end, our Northern
markets benefited from warm weather
in December.
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