WHIRLPOOL (UK) APPLIANCES LIMITED’S RESPONSE TO
REGULATION 28: REPORT TO PREVENT FUTURE DEATHS)
DATED 31 OCTOBER 2017

We are writing to provide Whirlpool's response to the Regulation 28 Report to Prevent Future Deaths
dated 31.10.17 arising out of the Inquest into the deaths of Bernard Hender and Douglas McTavish.

May we first of all say again how truly sorry we were to hear of this tragic incident and would like to
take this opportunity to repeat our deepest condolences to the families and friends of Mr Hender and
Mr McTavish.

We have reviewed carefully the comments of the Coroner set out in the Regulation 28 Report, and
respectfully provide the following responses to the two “Matters of Concern” raised in that report.

WHIRLPOOL’S PRODUCT SAFETY PROCESSES

We understand that the Coroner was left with some concerns about Whirlpool’s systems based in
particular on certain evidence that was received during the hearing when Whirlpool's former Global
Product Safety Director was being questioned. We think that aspects of that evidence would benefit
from further explanation and expansion to avoid any misunderstanding of the position. We therefore
welcome this opportunity to address the Coroner's concerns, and to provide fuller details of
Whirlpool’s product safety systems, including as they relate to the risks of fire associated with the use
of tumble dryers.

Whirlpool has a comprehensive set of policies, procedures, and guidelines in place for field
monitoring, field safety investigations, analysis, risk assessment, and reporting potential safety
hazards associated with its products. These systems have been developed and refined over
decades, and Whirlpool keeps those systems under review as part of its commitment to continual
improvement.

Whirlpool's approach to product safety governance starts with senior leadership oversight, with a
specially designated Executive Safety Committee. The membership of Whirlpool's Executive Safety
Committee includes members of the Whirlpool senior leadership team from a cross-section of the
company. This team is responsible for the decisions regarding the need to undertake field corrective
actions for potential product safety risks that have been identified.

Whirlpool's Governance Model is implemented through formal corporate policies which define
Whirlpool’s position and philosophy on product safety, formally puts in place the product safety
system, defines clear roles and responsibilities for all employees and functional groups, requires pre-
market risk assessments, post-sale monitoring of product performance and safety, requires risk
assessment of potential issues that are identified on units already with consumers, and defines
required communication protocols for these risks. The Governance Model is supported and
implemented through multiple corporate and functional policies and procedures.

Another important aspect of product safety governance at Whirlpool is the built-in system of checks
and balances. Whirlpool has established an independent Global Product Safety Team which
operates separately from product development, engineering, and commercial teams. The
independence from the product development, engineering, and commercial teams allows this team to
make unbiased decisions that are focused first on safety. This team has a direct link to the Whirlpool
senior leadership team.

Whirlpool requires a continual assessment of risk of potential safety hazards throughout the lifecycle
of the product, from product development to marketing to disposal. This includes a formal and



comprehensive pre-market risk assessment and safety audit, and continuous field monitoring of field
hazard incidents and allegations.

Whirlpool's approach to monitor product performance in the field is a broad approach, practiced
globally, that considers all reports that we receive involving our product where the consumer
perceives their safety may be at risk.

Whirlpool receives information and data about potential product safety incidents from multiple
sources, including among others, Consumers, Trading Standards, Fire & Rescue Services and
insurance companies.

When this initial contact occurs, every effort is made to gather as much information as possible
regarding the appliance, the consumer and the alleged incident. This allows us to both assist the
consumer wherever we can, and it also allows us to investigate the matter in more depth.

Regardless of the source of the information, all such cases are channelied through to a dedicated
team in the UK to ensure that we have a consistent approach with our initial investigation process
throughout. We wish to make it clear that there is no reluctance on the part of Whirlpool to consider,
and as appropriate, place due reliance on information received from sources external to Whirlpool.
Indeed, information from external sources is vitally important including information received from
experts not appointed by or on behalf of Whirlpool.

If an alleged incident description, references any concerns of safety, efforts are made to arrange a
visit to the consumer’s home by a qualified service engineer: to further assess the reported
experience, to gain additional facts and to better understand the alleged event. This access to the
product allows for further assessment of the consumer's description and provides a better
understanding and refinement of the physical facts to determine if our product may have behaved in a
potentially unsafe manner.

If the information provided continues to lead the team to believe that the product's behaviour may
have resulted in it failing in a potentially unsafe manner, then, wherever possible arrangements are
then made to retrieve the product and return it to our Product Safety Team team for a detailed
inspection, here in the UK. Reftrieving the product allows Whirlpool to conduct a more robust
engineering inspection in a laboratory environment with the intent to identify and confirm the root
cause that may or may not be consistent with the consumer’s reported experience. If retrieval of the
product is not possible (for example where the product cannot be released to us for legal reasons),
where appropriate, throughout the country Whirlpool routinely uses third party, ( independent)
Forensic engineers to support this work and examine the appliance on our behalf.

In some instances, the physical product may not be available or may not require a field replacement
however, the details of the report is still documented in our system and can be used qualitatively
when an engineering investigation is performed.

Whirlpool’s process is structured to funnel, along with other pertinent information, all machine
inspection reports into one central database, irrespective of whether the report was generated by a
Whirlpool employee or an independent forensic expert.

Every alleged incident that is reported to Whirlpool is investigated and at the end of the investigation,
if safety-related in nature, is reviewed by the team of dedicated product safety engineers, and is
judged on the merit of the information available, irrespective of the source of that information (be it
internally or externally gathered information), including where appropriate with the further support of
external experts. After this review, the incidents are categorized into a structured and searchable
database so potential field safety hazards, that may require further action, can be identified,
monitored, and assessed.

Therefore it would be a misunderstanding of the intent of the explanations given at the hearing to
conclude that Whirlpool did not have full regard for what was described as “soft data”. As explained,
that kind of data is a vital component of Whirlpool's product safety processes.



These processes were applied in full to any reports of fire which may involve components such as
door switch mechanisms, and have been applied to the incident reports that were drawn to the
Coroner’s attention during the course of the Inquest.

Action taken or proposed to be taken

Whirlpool continues to apply the processes described above on an ongoing basis, and will continue to
carefully monitor reports from the field, and from other sources, which may involve fire risks
associated with its products.

Furthermore, over the past weeks, we have responded to specific questions raised of us by Trading
Standards following the delivery of the findings by the Coroner in this inquest. Whirlpool will continue
to co-operate with Trading Standards in relation to such issues.

We trust that this additional information and further explanation helps in addressing any concerns that
were raised during the course of evidence at the Inquest.

SPONTANEOUS COMBUSTION

Spontaneous combustion of laundry materials dried using a tumble dryer is a known, avoidable risk in
the industry that can arise in some circumstances. For example, in May this year the Devon and
Somerset Fire and Rescue Service attended a fire at the Exeter Chiefs ground in Devon which local
fire investigators indicated was most likely caused by tea towels which spontaneously combusted.
Watch Manager Gareth Sydenham, of Devon and Somerset Fire and Rescue Service, said "/t may
sound like a strange phenomenon but is actually more common than you might think. Cotton laundry
can often be contaminated with organic cooking oils that can self-ignite if dried and stored.”

The risk can be avoided, if consumers follow the user instructions provided with Whirlpool Tumble
Dryers?.

Action taken or proposed to be taken

Whirlpool agrees with the Coroner that there is a benefit in increasing public awareness of the
potential risks of misusing a tumble dryer, such as the risk of spontaneous combustion. This is an
industry wide issue.

Whirlpool is willing to support any initiatives that help raise consumer awareness of the risk. Whirlpool
is willing to work with AMDEA, the Fire Brigade, Electrical Safety First and any other organisations
concerned with consumer safety to discuss the ways in which these issues can be best
communicated to the public.

Since the delivery of the Coroner's Regulation 28 Report, Whirlpool has already taken positive steps
in this regard. Whirlpool reached out to AMDEA and arranged for relevant usage instructions to avoid
the risk of spontaneous combustion to be added to the “Register my appliance” website3.

1

https://dsfire.gov.uk/News/Newsdesk/PressReleaseArticle.cfm?ReleaselD=1993&siteCategoryld=3&
T11D=26&T2ID=36

2 See for example Hotpoint Aqaultis AQc9 4F7 Tumble Dryer Instruction Booklet
http://www.hotpoint.eu/hotpoint/ pdf/manuals/19510399205 GB.pdf, at page 4.

3 https://www.registermyappliance.org.uk/care-performance/appliance-care/




PUBLICATION OF THIS RESPONSE

As the Regulation 28 Report was published, Whirlpool thinks it appropriate for this Response to be
published.

For and on behalf of Whirlpool UK Appliances Limited
Dated: 22 December 2017



