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Human rigHts
principle 1
businesses should support and respect the protection 

of internationally-proclaimed human rights; and

principle 2
make sure that they are not complicit in human 

rights abuses.

labour 
principle 3
businesses should uphold the freedom of association and 

the effective recognition of the right to collective bargaining;

principle 4
the elimination of all forms of forced and  

compulsory labour;

principle 5
the effective abolition of child labour;

principle 6
the elimination of discrimination in respect of 

employment and occupation.

environment
principle 7
businesses should support a precautionary approach 

to environmental challenges;

principle 8
undertake initiatives to promote greater 

environmental responsibility; and

principle 9
encourage the development and diffusion of 

environmentally-friendly technologies.

anti-CorruPtion 
principle 10
businesses should work against all forms of 
corruption, including extortion and bribery.

tHe united nations 
global ComPaCt ten 
PrinCiPles 
the united nations global Compact (ungC) 
is the world’s largest voluntary corporate 
citizenship initiative. The UNGC issues Ten 
Principles on Human Rights, Labour Standards, 
the Environment and Corruption. Membership 
of the UNGC requires companies to issue a 
‘Communication on Progress’ report annually. 

This report is our third COP and it outlines  
Shop Direct Group’s activities in support of these  
Ten Principles. 
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indiCators &  
grading system
Throughout this report you will find a marking 
scheme in each section. The purpose of this 
scheme is for us to rate how well we think we are 
performing in each reporting area by highlighting a 
tab, ranging from legal compliance to best practice. 

Where we have not marked ourselves as  
best practice or good, we intend to raise  
standards accordingly.

In deciding on indicators for this COP once again we 
have chosen our own system. Nevertheless, this was 
done after using as reference the Ethos Indicators 
and GRI methodology.

The bands used in our previous two reports have 
been rather wide, ranging from “Legal Compliance” 
through to “Achieving Results” to “Good” and finally 
to “best Practice”.

In response to constructive criticism we have 
decided to amend and improve the model for this 
year’s report. We had a system in place which was 
extremely simple but hadn’t realised that the use of 
such broad indicators means extensive progress (or 
otherwise) can be made year-on-year in one band 
but will not be seen by the reader of the report.

In short, the system we have used in the past didn’t 
give as full a picture as we had hoped in regard 
to reporting progress or otherwise. We hope that 
by using our new system it will be much easier for 
readers to understand our performance and track 
progress year-on-year.

Moreover, we continue to monitor best practice in the 
CR and sustainability reporting industry and adapt 
our own indicators and reporting accordingly.

assuranCe
in terms of third party assurance, after this report  
is published it will be volunteered for peer-review 
by a randomly-selected group of corporate 
members and observers of the UK Network of the 
un global Compact. any suggested changes will be 
made and the report will be re-submitted (if needed) 
to the UNGC following the Peer-Review Process.

Prior to publishing, there was also assessment by a 
wide variety of stakeholders including Shop Direct 
Group employees, customers, suppliers and NGOs 
and in this regard, a variety of stakeholder comments 
appears at the end of the report.
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in committing to be a member of the 
global compact and in the writing 
and production of this report, we aim 
to show our clear and unwavering 
support for human rights. although our 
actions in support of principle 1 extend 
across many areas of our business, 
they are most keenly focused in our 
supply chain and sourcing operation. 
our work in this area is covered in 
detail in a subseQuent section. 
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Mark Newton-Jones

Group Chief Executive 

foreword & suPPort 
for global ComPaCt 
we support the united nations global compact 
and are committed to ongoing engagement. we 
applaud the compact for its leadership and breadth 
of endeavours in support of the ten principles as 
well as for its status as both the largest and fastest 
growing cr initiative in the world.

Welcome to all readers of this, our third communication 
on progress, covering the calendar year 2008. As in 
previous years we are committed to achieving excellence 
in our CR programme and I feel strongly that we have 
been able to demonstrate real progress since our last 
report. This report is divided into sections outlining our 
actions in support of the ten principles. Each section has 
a sponsor from our leadership team who is responsible 
for maintaining progress over the year.

As a group we continue to focus our CR activities around 
the key themes of people, planet and marketplace with 
ten key focus areas – our Future Focus Ten.

We have our own internal CR Board which continues 
to bring focus to our CR operations and to frame our 
strategy and I’m grateful to the Board members for 
their input and insight over the past year. We also 
support the Compact as current Chair of the UN GC UK 
Network where we are helping to create a platform for 
CR excellence as well as providing an efficient conduit 
between GC Corporate members in the UK and the 
Global Compact Office in New York.

Please do enjoy reading this report and I would be 
delighted to receive your feedback.

Mailmark@shopdirect.com
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website 
to communicate to business colleagues what we 
have already achieved and what projects are in 
progress with regard to corporate responsibility 
it was decided to create a bespoke section within 
our internal intranet site. The site promotes our 
involvement with the UN Global Compact, contains 
our 2007/2008 Communications on Progress and 
highlights our Future Focus 10 aims.

It is a receptacle for our company policies, blogs 
from our overseas offices, data and statistics on all 
achievements to date as well as on-going initiatives. 
It provides contact details for the Environmental 
Champions at all sites and invites questions and 
ideas to be submitted by email.

Throughout 2008, Matthew Jacques, Group  
Property Director and leader of the CR board 
promoted the website at various departmental 
meetings across the group to achieve  
maximum engagement.PrinCiPle 1 –

supporting and 
respecting the 
protection of 
internationally 
proclaimed  
human rights 
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energy consumption

recycling

publication paper & direct mail

transport

ethical sourcing, labour, human 
rights & animal welfare

community

responsible lending

corruption, governance & 
transparency

health & safety

Hr, diversity & equal 
opportunities

tHe future foCus 10



“we must continue to play our part 
in helping to limit damage to the 
environment and our initiatives are 
beginning to deliver real progress 
in energy and carbon management, 
recycling and waste minimisation.” 

Matthew Jacques

Group Property Director

“it is our aim to deal with our 
customers responsibly and fairly. 
we aim to provide our customers 
with the information they need to 
make balanced decisions when 
using credit to purchase our 
products and services.”

David Poole

Chief Operating Officer, Financial Services

“we recognise as a major employer 
in the uk, we have a responsibility 
to demonstrate good corporate 
behaviours in all that we do. 

this is particularly important 
in our community relationships.”

ann bryon

Group Communication Director

“we ensure that all our products 
are produced in an ethical and 
environmentally sensitive way. we 
work with our suppliers to achieve 
mutually rewarding, long-term and 
sustainable partnerships.”

Micheal Spenley

Head of Corporate Responsibility

“we are committed to  
eradicating fraud and to 
continuously improving our data 
protection policies and practices 
in order to protect our customers’ 
personal information.”

Tony Cearns

Director of Internal audit

“our people are our greatest asset 
and it is our priority is to treat 
them well and with respect, in a 
way that promotes a positive and 
healthy work-life balance.”

Sue Rice

Head of HR

tHe Cr board
Created in 2008 and chaired by Mark Newton-Jones, Group CEO, the CR Board sets and oversees the 
arena of corporate responsibility and sustainability.

The CR board is made up of seven executive members and meets quarterly. 
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tHe influenCe of tHe global ComPaCt 
on our business
respect for the global Compact principles binds together our activities in Cr and sustainability  
and gives us a simple to use and simple to understand framework for action and measurement. 

Reporting on the Ten Principles ensures we report comprehensively across all our business impacts. The 
writing of a COP increases our competitiveness as it serves as a public and very visible record of progress 
and therefore focuses our actions and planning in multiple business critical areas. 

The production of a COP has also aided employee understanding of our business and by mapping our 
impacts has helped identify cost savings and opportunities to increase efficiencies particularly in the area of 
carbon reduction.

We also believe that the adoption and respect of the Ten Principles gives us a renewed licence to  
operate among the communities within which we work as well as with our customers, staff, suppliers and 
wider stakeholders.

Mark Newton-Jones

Group Chief Executive 

“our aim is to be a responsible business 
with the utmost respect for people, planet 
and marketplace. we believe nothing less is 
acceptable. as group chief executive i stand 
behind that statement and i ensure that this 
principle is adhered to in every way that  
we do business.” 



Michael Spenley

Head of Corporate Responsibility

PrinCiPle 2 – 

ensuring we  
are not complicit 
in human rights 
abuses

PrinCiPle 4 –

supporting the 
elimination of all 
forms of forced 
and compulsory 
labour

PrinCiPle 5 –

supporting the 
effective abolition 
of child labour

labour PrinCiPles 
in 2008 we have brought additional focus and 
resource to our ethical sourcing team and have 
made great progress in extending our activities  
in support of Principles 2, 4 and 5.

Overall, numbers of own brand suppliers have 
increased since our last COP from 750 to 850 
suppliers in 45 countries. The supply chain remains 
geographically similar to the previous year and the 
emergence of new manufacturing countries such as 
Egypt has been slower than anticipated and has not 
significantly impacted our business. However, we are 
planning an increasing proportion of manufacturing 
across our ranges within Europe due to strategic 
advantages including quality, efficiency and lead 
times. This should have a favourable impact on our 
ability to support principles 2, 4 and 5 going forward 
into 2009.

Please allow me to present our main activities in 
support of Principles 2, 4 and 5 in 2008.

Human rigHts
i have responsibility for ensuring that when 
sourcing product we are not complicit in 
human rights abuses. We do this by careful risk 
management of our supply chain and by a process 
of factory monitoring. During 2008 we maintained our 
policy of not sourcing in burma due to widespread 
human rights abuses. We are listed on the UK burma 
Campaign’s Clean List. Moreover, we do not source 
from any country where there are UN trade sanctions 
or embargoes. 
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forCed labour 
we support the elimination of all forms of forced 
and compulsory labour. Our Code of Conduct 
which is signed by all suppliers states the following: 

“We will not tolerate forced labour, bonded labour 
or labour which involves physical or mental abuse. 
This means that suppliers must not use or threaten 
workers with any physical punishment, verbal or 
sexual harassment or dominate or restrain workers 
by force, authority or threats. Workers must not be 
required to lodge “deposits” or their identity papers 
with their employer and they must be free to leave 
their employer after reasonable notice.” 

No serious cases of forced labour were found by the 
SDG monitoring programme in 2008. 

CHild labour 
The effective abolition of child labour is taken 
very seriously by sdg. Our Code of Conduct  
which (as previously stated) is signed by all 
suppliers, clearly explains our position on child 
labour as follows: 

“Exploitation of child labour is totally unacceptable 
under any circumstances. Suppliers must not 
employ any person under the minimum legal 
working age applicable to their country and under no 
circumstances must they employ anybody under the 
age of 14 years.” 

On the rare occasions we have found child labour 
in factories in the past we have worked with 
independent expert advisors to find tailor-made 
solutions. In 2008 1 case of child labour was found 
in factory producing for SDG. We worked effectively 
with the supplier to find a solution agreeable to  
all parties and ensured the child returned to full  
time education.

monitoring 
In 2008 the Group CR Board ratified the  
following KPi:

“All suppliers factories responsible for the production 
of Shop Direct Group own-brand direct product will 
be ethically and environmentally audited according to 
a process of risk assessment every two years.”

Over the last 12 months our auditors have assessed 
factories in the UK, Poland, Portugal, Spain, 
Romania, bulgaria, Macedonia, Lithuania, Turkey, 
Egypt, Israel, Syria, India, bangladesh, China, 
Thailand, Indonesia and Malaysia.

We will no longer be auditing all factories producing 
for SDG in the EU. Rather we will do so according to 
a risk assessment. 

This has been a year of challenges but also progress 
as we got right into the heart of monitoring the supply 
chain. From a low base we have built a strong team 
with the capability to ethically and environmentally 
audit factories anywhere in the world at short notice. 
Our core team comprises Mr. Ratan Jana, CR 
Manager India, Mrs. Macy Liao, CR Manager 
China and Mr. Mike Ratcliffe, CR Manager EMEa 
(Non-SDIL). 

Results in terms of factories monitored were as strong 
as we had hoped and we are on target to achieve our 
KPI in mid 2009, some six months ahead of schedule. 
This is testament to the hard work, motivation and 
ability of our audit team. It should be noted that they 
make considerable sacrifices in order to spend up to 
20 weeks a year travelling away from their families 
and homes on behalf of the company. For all three of 
our CR mangers and their teams working in factory 
audit is as much a vocation as a job. 

assessing progress on factory audit shouldn’t only 
be about numbers but also the quality of auditing 
and the impact or positive changes that result from 
the audit. With this in mind, in 2009 the monitoring 
programme will enter a second stage of revisit and 
impact assessment.

also of note is the fact that we will continue to share 
audits with other retailers and brands whenever 
possible to decrease the burden of time and 
resources on all involved. although we retain the right 
to conduct worker interviews, we will only normally do 
this with freely-elected trade union representatives 
where available.

Number of SDG Ethical & Environmental  
audits & revisits conducted

audits & revisits
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animal welfare
we maintain a strict policy on the use of fur and 
skins based on industry best practice. 

The policy is available on our corporate website and 
will be re-issued amongst a new suite of sourcing 
policies in 2009.

PartnersHiPs
the united nations global Compact (ungC).

We are active members of the Global Compact  
and Chair the UK Network. On behalf of SDG. I 
commit five pro bono weeks per year to UNCG 
activities in order to learn, contribute to policy and 
also share with other companies our experiences in 
relation to corporate responsibility.

pROJECTs
sdg remains committed to involvement in Cr 
projects. In 2008 we became engaged in a project 
to assess whether child labour was involved in the 
production of our own brand baby baskets in the 
villages of rural Morocco. (please read following blog 
from Mike Ratcliffe for more details)

misCellaneous
as reported in our last CoP, early 2008 saw the 
launch of our spring summer collection including 
an all-new range of organic cotton clothing and 
home textiles. We also established a working group 
on responsible timber which resulted in a strict policy 
on timber sourcing as well as the introduction of a 
new range of FSC outdoor garden furniture. These 
product initiatives are essential to the improvement of 
our offer and will continue. In 2009 our current product 
initiatives will be joined by a working group  
on diamond sourcing.

ConClusion
This last year saw the audit team really tackle the 
tougher issues in the supply chain by working 
through all but a handful of sdg suppliers. In 
doing so we realised that a best use of resource would 
mean ending the audit of factories in some western 
European countries where overall we found few 
serious problems.

This was a challenging but ultimately sensible 
decision. Whilst there are problems in factories 
everywhere, our work on factory audit over the last ten 
years has led us to conclude that the problems we can 

encounter in asia and other developing regions are 
generally more severe than those found in Western 
Europe. There will always be exceptions and we hope 
to ensure by risk management and random selection 
that we cover this eventuality. 

I hope the inclusion of an extract from the blogs of 
Macy, Ratan and Mike will give a fresh insight on the 
world of the ethical auditor. For now these blogs are 
only available to colleagues but we have plans in 2009 
to build a public CR website and will give Macy centre 
stage on the ethical sourcing pages.

alongside our monitoring programme our product 
sourcing working groups (Cotton & Timber) continue 
to bear fruit and will be joined by additional initiatives 
annually. Moreover, we will build on our Child Labour 
project in Morocco with similar initiatives further into 
our supply chain in India.

Mike Ratcliffe (Centre), Non-SDIL CR Manager CR 
with SDG local suppliers representatives 

basket weaver in Fes, Morocco (SDG Moses basket production)

miKe’s blog in his own words...

“shop direct sources moses (baby) baskets and 
gift baskets from a manchester-based supplier 
who purchases from a company based in fes 
which is the old capital city of morocco.

The Shop Direct source had brought to our attention 
the fact that these products are not factory-made but 
instead are made in homes and farms in the rural 
areas surrounding Fes. My first investigation work was 
to have a series of meetings at our offices in Skyways 
with the Manchester supplier and to find out as much 

as I could about the use of child labour in this cottage 
industry in Morocco. After discussions on email with 
a UN Global Compact representative in Morocco, I 
organised a fact-finding mission to visit the Moroccan 
supplier, local authorities and national authorities, in 
order to evaluate the situation.

The Moroccan supplier was very receptive to the 
investigation and was instrumental in introducing me 
to the Fes-based Ministry of Labour and also to the 
local Artisan Ministry of Labour. At these meetings 
I was given assurances that if child labour is used 
it’s not the “worst” form of child labour – meaning 
children might help their parents after school at 
weekends and in school holidays but are not engaged 
in basket production instead of going to school. From 
these meetings, it also emerged that a UNICEF 
project had taken place between 2002 and 2006, 
which had educated parents, teachers and other key 
stakeholders in the need to stop all child labour in 
Morocco. As a result of the UNICEF project, children 
found working had been placed back into the  
school system.

However, during further meetings with UNICEF project 
members it emerged that the true picture is perhaps 
more complicated. It was confirmed that there is still 
a risk of child labour and that, although there are 
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many schools, the level of education is very poor, 
especially at high school level.

Two other more informal meetings took place. The 
first was with a market trader of baskets who again 
confirmed that child labour still exists in rural areas. 
The second was with a government official, who 
had once worked for a charity with expertise in child 
labour. This man was in no doubt that child labour is 
widespread and was honest enough to say that not 
enough is being done by the Moroccan government 
to address it. He advised that he could not talk 
specifically about basket-making but, in his opinion, 
it was highly unlikely that children are not involved.

Step 2 for us is to organise a visit to the villages 
and farms themselves to see production of the 
baskets that make it onto our website and into our 
catalogues. During this visit we will talk to parents 
and children as well as visiting the local schools to 
speak to the teachers about classroom attendance. 
This next stage is planned for February 2009 and  
will be conducted with the Moroccan UN Global 
Compact office assistance.” 
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Ratan Jana (left) with Tuebirth R. Marak (right) 

ratan’s blog in his own words...

“namaste to all readers of this years cop! 

i am ratan Jana, responsible for taking care of 
ethical sourcing within the supply chain of shop 
direct group in the south west asia (india and 
bangladesh). I have started my responsibility for this 
area with the company in Nov 2007. Prior to that I 
had 12 years wide experience in this subject, largely 
at a leading third party auditing firm. We in the Shop 
Direct Group are lucky to have a dedicated team 
for ethical sourcing in different regions of the world 
headed by and under the Guidance and directive of 
our UK head.

We have almost achieved to complete the first tier 
of supplier audits by auditing 75 facility audits within 
the year 2008 and will finish auditing all remaining 
units producing own brand goods by mid 2009. We 
have also graded the factories according to their 
performance against our code of conduct with an aim 
of continuous improvement. 

Furthermore, we have already initiated the mapping 
and auditing the second tier for the coming year. In 
this regard we continued an existing initiative with 
the aim of visiting cotton farming, ginning, processing 
and manufacturing for the better mapping of the 
supply chain of the Shop Direct Group. In 2009 we 
are planning to also look further at our supply chain 
with regard to embellishment of garments and the 
procurement of leather goods.

I’m also glad to report that in late 2008 we have 
also expanded our team and resource by adding my 
colleague Mr. Tuebirth R. Marak as Sr. Lead Auditor 
to assist me on achieving our goal of responsible and 
ethical supply chain. We welcome him to the team 
and look forward to continued success in ethical audit 
and supply chain mapping over the coming year.”

maCy’s blog in her own words...

here in shanghai it’s been a great 2008  
for the ethical sourcing department and we  
have been working closely with our Quality  
and merchandising teams to help factories  
make improvements. 

Most factories in our supply chain are changing for 
the better. Here I would like to talk with all of you 
about one such factory in Northern China. 

When I first came to the factory late last year, I 
realized that we are the first client of the factory with 
specific requirements on social responsibility. In 
particular the managers were curious about the link 
between social responsibility and productivity. 

I spent 4 hours auditing the factory, issuing a 
corrective action plan and working with the managers 
to demonstrate the importance of good social 
responsibility and the positive benefit it can have on 
a factory environment. 

When I left that day, truthfully I was not sure if the 
managers understood our requirements or not. As is 
our usual procedure we left a clear Corrective Action 
Plan and resolved to contact the managers once 
again to check on progress against clear timescales. 
What we found is that the factory had some clear 
problems with health and safety. In fact workers in 
the factory didn’t even know what a fire evacuation 
drill is. Apart from one large fire hydrant there were 
no other fire fighting apparatus in the building. 
Certainly not a fire extinguisher in sight!

Some weeks later I did a follow up audit which was a 
heartwarming success and all necessary equipments 
on Health & Safety was available. There were 
adequate extinguishers, emergency lights, first aid 
kit, etc and training had been given to the workers on 
evacuation drill. 

Now we don’t always get success stories like this 
one! But nevertheless it makes my team proud to 
be able to help people, solve problems and keep 
Chinese workers safe. Keeping this positive attitude I 
am sure we will see more good things on the road to 
factory improvement in the coming year. 

The most difficult part of our job is explaining our 
requirements and audit process to factories that do 
not understand the reason for social responsibility 
and try to appear to change by making cosmetic 
improvements or by making false records to pass 
our audit. We have to work closely with them to 
explain and manage the changes required. This 
type of factories will be the key point of next year’s 
work. And there are also some factories that have a 
lower speed of improvement than is necessary and 
compared to the rest. Sadly if no material change 
is found in these factories after three audits over a 
number of months then we will be forced to consider 
the proposal to move our business away to a factory 
and maybe supplier with a better standard. 

This coming year we will strengthen cooperation  
with the Merchandiser, QA & QC Teams. 
Communication between us will be more close than 
before and there will be extensive discussion on 
every detail. We are entering a new process from 
supplier audit to supplier control and during this 
processes, we may encounter many difficulties; 
after all, we are faced with a variety of factories and 
different managers. But in this year, more support 
from the company leadership was provided and 
most encouragingly vender performance in respect 
of social compliance became one of the company’s 
annual assessment KPI’s. 

We look forward to an exciting year!

Mrs. Macy Liao, CR Manager China 
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Jacqui Humphries

Group People Director

PrinCiPle 3 –

upholding the 
freedom of 
association and 
the effective 
recognition of the 
right to collective 
bargaining

PrinCiPle 6 – 

supporting the 
elimination of 
discrimination 
in respect of 
employment and 
occupation
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CommuniCation on 
Progress – Hr 
as our business transformation continues and 
we adapt to the shift in how our customers wish 
to shop with us, we have put in place a number 
of changes, some of which have had an impact 
on our employee headcount. We continue to work 
with our people and our trade union partners to 
manage these changes. 

Our headcount across our Warehouses, Contact 
Centres, Clearance Stores, Financial Services and 
Head Office is 9,200 people. 

We understand that our people have varied 
backgrounds and we remain committed to treating 
our people well and ensuring we have a policy 
framework and management approach which treats 
people fairly, with respect and promotes a healthy 
work life balance.

Our 2008 ‘Your Shout’ engagement survey showed 
that we had varied level of employee engagement 
across the business, with an overall engagement 
measure across the Group of 62%. Following this 
survey we created a Group People Forum, supported 
by local forums on each Site. These teams are 
formed from volunteers from all levels of the business 
and their purpose is to focus on key engagement 
issues for each site, share best practice and drive the 
resulting action plans. We have received our results 
from this year’s survey and the engagement measure 
and feedback from our people has already improved. 
We continue to focus on our internal communications 
as we believe that by keeping our employees 
informed of where the business is going, we keep 
them engaged in the business and they understand 
that they have a real impact on our results and our 
ways of working.  

Last year we launched ‘Inspire’ our Group recognition 
awards programme - this programme delivers a 
winner for each site every month and at the year end 
an overall ‘Inspire’ winner is chosen. The scheme 
highlights colleagues who have gone the extra mile 
and who truly live our values.

Over the last year we have launched/relaunched 
a number of schemes intended to make our 
colleagues’ lives easier. ‘Kiddivouchers’ our salary 
sacrifice scheme, aimed at colleagues who are 
working parents, can help save families a significant 
amount in National Insurance and Tax each year and 
has received a great response. Our new Discount 
Store offers a new departure for us, available to all 
colleagues, this is an online collection of great offers 
and discounts on a huge range of products  
and services from numerous different retailers.

We know we have lots more work to do however 
feedback received on our actions so far has  
been encouraging.

 Financial Services 17%

 Littlewoods Clearance 6%

Head Office & Group Functions 16%

Contact Centres 45%

Warehouse & Returns 16%

Under 21 22.7%

 21 to 30 8.2%

 30 to 40 25.6%

 40 to 50 19.1%

Over 50 24.4%

White 81%

asian or asian british 7.8%

black or black british 0.9%

Chinese or Other 0.5%

Mixed 0.25%

Not Declared 9.4%

Male 31.6%

 Female 68.4%
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Matthew Jacques

Group Property Director

PrinCiPle 7 –

supporting a 
precautionary 
approach to 
environmental 
challenges

PrinCiPle 8 –

undertaking 
initiatives to 
promote greater 
environmental 
responsibility

PrinCiPle 9 –

encouraging  
the development 
and diffusion of 
environmentally 
friendly 
technologies

environmental 
PrinCiPles 
2008 saw our environmental management 
initiatives deliver real progress in the areas 
of energy and carbon management, waste 
minimisation and recycling. Our increasing 
confidence saw recognition of these imperatives  
in our publications, websites and packaging for  
the first time. 

energy ConsumPtion
In 2008 we continued to benefit from our 
investment in automatic meter reading (amr) 
across our property portfolio giving us real time 
data on our consumption of gas, electricity and 
water and a wealth of management information. 

Our energy bureau, STC Energy, makes current and 
historical data available to us online (www.stcenergy.
com). Our management teams receive monthly 
updates on their use of energy and are targeted with 
year-on-year reductions.

Eliminating energy waste outside of our operating 
hours has been a key focus in 2008. Whilst 100% 
of our electricity purchased is generated from 
renewable sources, wasting it is economically and 
environmentally unacceptable to us.

Our sites were inspected in the early hours of  
the morning by a dedicated team of energy 
champions, their reports highlighted all the quick  
wins that could be made to reduce energy that 
otherwise was being wasted.
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Other projects that have yielded significant  
savings include:

• “Wake on LAN” – this is the deployment of 
software that automatically shuts down our PCs 
at evenings and weekends. It has yielded energy 
savings of £250,000 and we were proud to be a 
finalist in the European IT Solutions Awards for  
this project.

• “Energy-neering” – the installation of simple time 
controls on office equipment and heating to reduce 
their energy usage out of working hours.

• The replacement of wasteful traditional lighting with 
LED and low energy alternatives.

• The deployment of motion sensors to control lighting. 

energy usage in an  
online business
as a business with over 50% of sales now online, 
the energy efficiency of our data centres was the 
subject of a full review in 2008. Data centres use 
electricity to power IT equipment and also for cooling. 
These requirements have grown exponentially with 
the rise in processing power to such an extent that 
worldwide, data centres now produce more CO2 
through energy usage than the airline industry. 

Our data centre efforts have reduced energy 
consumption by 15% in this area.

a full review of server utilisation allowed us to 
“virtualise” servers (combining several units onto 
one). We also measured the cooling efficiency of 
our data centres using thermal imaging technology 
and made improvements to cooling airflows as, if IT 
equipment is cooled properly, it uses less energy.

energy usage sHoP direCt grouP
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Re-baselined figures to exclude Home Delivery Network, now a 
separate company.

Thermal imaging photograph of a data cabinet 
showing heat generated by IT equipment.
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our Carbon footPrint
in 2008 we were proud to be  
one of the first UK retailers to  
be awarded the Carbon trust  
standard, an independent  
assurance to stakeholders that  
we have measured, managed  
and reduced our carbon footprint. 

In 2008, to achieve the Carbon Trust Standard,  
Shop Direct Group demonstrated the ability to:

• Accurately measure its carbon footprint for at least 
three years.

• Achieve a reduction in its footprint year on year. 

• Demonstrate good carbon management.

transPort
Home Delivery Network was awarded Large 
supplier of the year in the online green awards 
2008, an award that they also won in 2007.

They are now run as an independent company from 
the rest of the Group and we represent only 50% of 
their business, the remaining 50% being sourced 
from 3rd parties. as our parcels are now delivered 
alongside those of other companies, it is more 
difficult to produce accurate mileage/fleet statistics. 
We will look for a suitable metric during 2009 to 
report against this.

business travel
For the first time in 2007 we recorded the  
number of business miles driven in the uK by 
our staff. This was 2,189,282 miles. In 2008 this 
had reduced to 2,081,000 miles. assuming petrol 
cars, tC02 from this area reduced from 740tC02 to 
703tC02 per annum.

In 2008 we flew 677,000 short-haul airmiles 
contributing 155 tonnes of C02 and, as a reflection of 
our sourcing of products in the Far East, 4,110,000 
long-haul airmiles contributing 761 tonnes of C02.

In 2008 we participated in 31,361 hours of 
teleconferencing but only 450 hours of video 
conferencing. Proactive growth of this medium  
is seen as the major way we can reduce our  
air and road travel.
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PHiliPs led 
Philips innovative led solution complements 
shop Direct Group’s stunning new head offices  
at speke.

Royal Philips Electronics (NYSE:PHG, aEX:PHI)  
has supplied a stunning LED solution for Shop Direct 
Group’s new £31m state-of-the art head office in 
Speke, South Liverpool. The UK’s biggest “shop @ 
home” group is now located in an imposing Grade 
II listed former aircraft hanger. The entrance of 
Skyways House has been made even more striking 
by an eye-catching visual display by use of Philips 
blue Flexi LED tube.

as Neil Woollam, Engineering Manager for the Shop 
Direct Group, comments: 

“Our facilities are operated with a focus on energy 
efficiency, emphasizing our keen interest in corporate 
social responsibility. By installing more energy 
efficient exterior lighting at the “shop front” of 
Skyways House we have saved 50 tonnes of CO2 
emissions. Not only that but it looks great as well!”

Indeed, solid-state or LED lighting represents the 
most significant development in lighting since the 
discovery of electric light well over a century ago. 
This breakthrough technology offers unprecedented 
design freedom in terms of colour, dynamics, 
miniaturisation, architectural integration as well as 
energy efficiency. 

Skyways House is a clear example of how LEDs 
have opened up new possibilities for the way in 
which lighting can be applied to create not only a 
practical and aesthetically-pleasing solution but one 
that is sustainable as well. 

In all, some 50 metres of the versatile Flexi LED  
tube was positioned along the entrance canopy at  
a height of approximately four metres. This bendable 
LED was ideally suited to mirror the building’s 
contours creating a clean, smooth roof line. With 79 
individual LEDs per metre, a high luminosity on the 
surface of the tube is emitted to striking effect. Thus, 
what appears to be a functional building by day turns 
into an eye-catcher at night. 

as Neil Woollam continues:

“We wanted to create an open and exciting working 
environment for our employees from the moment 
they arrive. As we know first impressions count and 
the new canopy feature lighting certainly reflects 
what we wanted to achieve for our new high quality 

facilities here at Speke. This apart, we wanted 
to do this in a way which was environmentally-
responsible as well. LEDs are extremely energy 
efficient and have an incredibly long life time thus 
from a maintenance perspective, this is a distinct 
advantage.”

In actual fact, LEDs typically have a lifetime of  
50,000 hours or the equivalent of 25 years at 70% 
of their initial light output so they are a boon to 
any facility manager with an eye on operating and 
servicing costs. Indeed, this has proven to be the 
case at Skyways House; using this new technology 
has contributed to a drop in electricity consumption  
of just over 16%.
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HealtH & safety
Health and safety practitioners are employed in 
each of our business units and our health and 
safety performance is reported quarterly to the 
group board.

We have achieved ISO 18001 accreditation for health 
and safety within our financial services business and 
our head office and contact centres are currently 
undertaking the accreditation process.

Unfortunately our total number of accidents has 
increased in 2008 meaning we missed our targets for 
accident reduction. 

We have therefore undertaken to implement an 
enterprise risk management system for recording 
H&S data, enabling us to pinpoint how, where and 
when certain accident types are occurring.

wellness
2008 we began to promote the ‘health’ side of 
health and safety in conjunction with the local 
health authorities in the communities where 
we have sites. Special ‘wellness days’ were held 
promoting exercise, healthy eating, stop smoking, 
weight reduction & management, stress management 
and homeopathic remedies.

training for all
an nCfe level 2 occupational Health & safety 
course has been undertaken by over 400 
employees of littlewoods Clearance during 2008. 
We are currently enrolling a further 50 head  
office colleagues on the course for 2009 with a  
further roll-out to our contact centres and 
warehousing functions.
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water ConsumPtion
Closer control of water consuming devices and the 
use of our AMR to detect leaks has led to a significant 
reduction in our water usage year-on-year.

waste management
our pre-consumer waste is predominately 
cardboard, paper and packaging plastics. The 
business case for increasing recycling levels was 
strong enough to allow us to employ our first dedicated 
“recycler” working at our distribution centre to stream 
as much material for recycling as possible. This has 
driven levels of recycling at this site to over 90% of all 
waste recycled, some 2000 tonnes per year.

The overall amount of waste we produced as a 
Group decreased by 839 tonnes year-on-year and 
we ended the year recycling 58.5% of our total waste 
produced, some 3690 tonnes. This misses our stated 
target of 65% of total waste, non-withstanding  
how much we produce, so we will carry this target 
over to 2009. 

We have looked at our landfill waste streams and 
moved to degradable and starch disposables in all of 
our site catering outlets.

offiCe PaPer
we have continued with our commitment to use 
paper with an 80% recycled content. Our print 
reduction programme for office equipment at our head 
office, where print requests are stored on a hard drive 
and only released on demand has led to a reduction in 
printed pages of 1,659,250 prints in 2007 v 2006 and a 
further 1,350,000 prints in 2008 v 2007.

desPatCH PaCKaging
In 2008 we reviewed the packaging that we use to 
deliver goods to our customers. after extensive trials 
we were pleased to introduce an LDPE bag with a 10% 
known recycled content that is in itself fully recyclable.

during this process we recognised how our policy 
of quick and easy customer returns could also 
drive recycling benefits. We therefore introduced 
messaging onto our bags encouraging consumers to 
return their bags and any unwanted packaging to us 
should they return an item. This message was also 
reinforced on our websites.
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environmental PaPer 
PurCHasing
once again shop direct group has continued  
to reduce the number of books it produces  
year-on-year. a total of 17.3 million books [33,500 
tonnes of paper] were sent to customers in 2008, 
a reduction of four million books against the 2007 
forecast, a result of the Group’s transformational 
growth to be an online retailer.

During the same period direct mail requirements 
reduced through a greater use of online customer 
communications and improved customer targeting.

Nevertheless, despite online growth, books will 
remain key to the Group’s multi-channel marketing 
and retail strategy. Current forecasts for 2009  
show that the number of books will reduce further 
to 15 million.

as a responsible company, Shop Direct Group 
only purchases paper from paper suppliers that 
know the origin of all wood, have certified chain of 
custody, have been legally harvested and have not 
been sourced from conservation areas. Three of the 
major paper suppliers of the Group are members 
of the United Nations Global Compact and all mills 
observe legislative controls, using modern harvesting 
technologies to integrate sustainable practices into 
paper production.

To further demonstrate the Group’s commitment to 
support sustainable forest management, at least 

Rob Hardman 
Head of Print & Paper Procurement

50% of all book paper will be PEFC accredited in 
2009. PEFC is the world’s largest forest certification 
organisation, a non-profit, non-governmental 
organisation, which promotes the independent third 
party certification of environmentally-appropriate,  
socially-beneficial and economically-viable 
management of forests.

all Shop Direct Group paper and print suppliers 
are ISO14001 accredited, an assurance that 
the production sites are committed to achieving 
continuous improvement through environmental 
management systems. also our print suppliers have 
continued to reduce their toluene solvent emission by 
investing in closed loop air recycling systems.
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Phil Spick  
Travel Plan Manager

travel Planning
We continue to investigate, identify and make 
recommendations on a number of public transport 
issues hindering practical commuting to various 
sites across the uK, following and leading on 
best practice examples from our varied sites. We 
recently advised on several issues for the forthcoming 
National Standard for Travel Plans based upon 
experiences gained from implementing and getting 
out in the field to see first hand what issues we face. 
Initiatives continue to grow in strength, with a tax-
free bus pass scheme reducing the cost of travel for 
many employees and working in partnership with bus 
operators to develop specific bus services for early 
morning shifts not currently served by public transport.

Car sHaring 
we continue to develop and grow successful car 
share schemes, reducing the cost of commuting, 
helping to ease congestion and to reduce Co2 
emissions across a number of applicable sites. 

Our HQ car share scheme saves around 100,000 
journeys a year, over 800,000 miles and 210 tonnes of 
CO2 alone. To market the scheme, a unique approach 
was taken by offering personalised marketing, targeting 
specific postcode areas, together with key radial routes 
to the site where staff drive past one another. Individual 
commuting costs / CO2 footprints are calculated annually 
for specific vehicles to highlight both the environmental 
and financial benefit of car sharing. 

We are set to expand car sharing at two key sites, 
providing a financial reward scheme to stimulate 
participation and reduce parking pressures, improving 

travel options for those without access to a vehicle. 
Specific marketing was established in relation to site 
dynamics to convey a clear message.

In relation to the specifics of car sharing schemes for 
our varied sites, we will look to shift harmonisation for 
staff travelling greater distances as a means to reduce 
travel expenditure and maintain valued staff within the 
workforce. Dedicated car share parking facilities will 
be provided in close proximity to entrances to further 
advantage participants.

resPonsible driving 
We continue to work with various transport 
agencies and local authorities in a responsible 
manner, reducing our collective impact on 
congestion / pollution by providing up-to-the minute 
information on major local road and rail incidents. 
We provide advance notification of major roadworks / 
construction projects and communicate in the workplace 
any blockages of either Mersey tunnels (subsequent 
grid-lock of Liverpool City Centre) and the Runcorn 
Bridge. By providing notification we found around 17% 
of staff made emergency arrangements and worked 
over until rush-hour disruption dissipated.

Working in partnership with the Energy Saving Trust 
(act on CO2), we’ve recently participated in the 
Smarter Driving Programme designed to reduce 
fuel usage by 15-19% in urban driving conditions. 
Some 178 employees across a range of sites have 
participated in the scheme, helping to greatly reduce 
associated footprints and air pollution in the respective 
communities travelled through.

CyCling
a highly successful pool bicycle scheme is in 
operation (in association with travelwise), providing 
staff with the freedom to ride whenever the weather 
permits, with an average of 2000 bookings per annum. 
The scheme is complemented by a dedicated ride guide 
to accessing the local public transport interchange, our 
external product centre, leisure rides along the River 
Mersey and to the National Trust’s Speke Hall. 

Pool bikes are also used for weekend pursuits and 
we promote local charity cycle rides via the scheme to 
provide bicycles for group / team participation. We liaise 
with local campaign groups, highways and transportation 
departments and join forces with Sustrans Bike-It officers 
to assist local schools with their cycling objectives, 
highlighting where key cycle lane infrastructure is required 
to shield cyclists from dangerous roads / junctions.

The recent introduction of a smart-casual dress code has 
assisted cyclists and public transport patronage alike by 
allowing more durable, washable, practical clothing to be 
worn, in turn reducing pressure on changing facilities.
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PrinCiPle 10 –

working against 
corruption in all 
its forms, including 
extortion and 
bribery

CorruPtion,  
governanCe & 
transParenCy
the adoption of the tenth principle commits  
un global Compact participants not only to  
avoid bribery, extortion and other forms of 
corruption but also to develop policies and 
concrete programmes to address corruption  
and related risks.

a Code of Conduct on Gifts and Entertaining is 
communicated to all suppliers and employees. 
Compliance with the Code is a requirement of the 
contract of employment of Shop Direct’s staff and of 
its standard contracts with its suppliers. breach of 
the Code is a disciplinary matter for employees and 
may result in termination of the company’s trading 
relationship with a supplier. 

all staff who have dealings with suppliers are 
required to confirm that they will comply with a Code 
of Conduct on Competition Law. In particular, they 
must not agree retail prices with the company’s 
competitors or suppliers and must agree not to list 
competing products or share competitively sensitive 
information. Training is given to all relevant staff to 
assist them in complying with Competition Law.

Our Group Internal audit and Security teams 
continue to work closely with our business to see 
that corruption and other related risks do not happen. 
across our business we have communicated the 
existence of our confidential help line “In Touch,”  
as a means of reporting issues and concerns. 
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Tony Cearns

Director of Internal audit

Group Security has developed a close working 
relationship with the City of London Police who are 
the lead force in England and Wales for serious and 
organised fraud. by proving that we can provide 
professional intelligence and evidence packages,  
we have gained a ‘trusted partner’ status. In the past 
12 months, this partnership has resulted in 11 arrests  
of fraudsters and the detection of £1 million  
worth of fraud. 

Group Security has undertaken joint training for 
Internal audit and our team of Loss Prevention 
Managers with the Crime Faculty of Merseyside 
Police. The focus of the training has been criminal 
law and procedures. Loss Prevention Managers 
are trained to collect evidence in accordance with 
the provisions of the Police and Criminal Evidence 
act. This has not only enhanced our skills but has 
improved our relationship with the police force that 
covers our Head Office and other key sites and has 
made it easier to persuade police forces to prosecute 
offences against the company by staff. 

The company takes the protection of its customers’ 
details from misuse and theft very seriously. We 
continuously improve the authentication and 
protection of customer data and work is  
well-progressed in respect of PCI compliance.  
Data protection policies have been re-examined 
and re-deployed to ensure they continue to cover 
emerging technological risks.
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our Community 
at shop direct, we recognise as a major 
employer in the uK, we have a responsibility 
to demonstrate good corporate behaviours in 
all that we do whether that is as an employer, a 
retailer or as a consumer of goods and services. 
We have an impact on those communities in which 
we operate and as such, we must ensure we manage 
that impact in a considered way or, at the very least, 
we must strive to minimise the effect we have. 

Most of our activity is conducted at warehouse 
operations and contact centres in the north of 
England. We also have a contact centre in Worcester 
and in Sunderland and our head office is in Liverpool. 
across all sites we employ around 10,000 people, all 
of whom expect, rightly so, that we will play our part 
to make the communities in which they live, better 
places to be.

To that end, we have devised an evolving community 
programme which supports two strands of giving: 
charitable and community-based.

For our charitable giving, we work with a number of 
partners and we encourage our colleagues to support 
charities and good causes that are local to the sites 
where they work. This has a two-fold benefit as it 
ensures our people feel engaged in the fundraising or 
volunteering activity they undertake for their specific 
charity and it also means they are able to see the 
value and impact of their support. In the same way, 
we promote payroll giving as a means of supporting 
charitable giving and around 16% of our colleagues 
contribute to good causes by this method. 
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ann bryon

Group Communications Director

Our primary charity partner is alder Hey Hospital 
Imagine appeal which we support through employee 
fundraising and corporate donation. We also provide 
the team at the hospital with goods which they can 
sell at events as appropriate. at Christmas, we were 
happy to donate a selection of toys to children who 
were unfortunately staying in the hospital during 
the holiday period. at the same time, we also 
provided toys for children staying in Great Ormond 
Street Hospital, London and to a number of other 
charities that work to improve the quality of life for 
disadvantaged youngsters.

We recognise the importance of investing in young 
people. We like to support them by encouraging them 
to do well in their school life. We organise corporate 
enterprise days where we invite groups of pupils 
into our business to give them an understanding of 
how the commercial world works. They spend a day 
on site with us, following the product lifecycle and 
meeting our employees from various professional 
areas, enabling them to see a variety of jobs at 
first-hand, to gain real insight and to discuss career 
options. Feedback from schools which have taken 
part tells us that the days are well-received and are 
of real value to all the young people who participate.

as a member of the North West business Leadership 
Team, our Chief Executive Mark Newton-Jones 
is keen to work with the regional community in a 
strategic way to deliver far-reaching benefits. 

The North West business Leadership Team (NWbLT) 
is an independent group of influential business 
leaders, who work together to promote the long-term 
well-being of North West England. Their mission is to 
make the North West the UK’s most attractive region 
in which to live and work for generations to come.

The membership of NWbLT is made up of top 
executives from the region’s major businesses. 
It operates as an independent business voice, 
providing a global, long-term perspective on key 
issues affecting the North West as well as support 
for significant regional projects. These range from 
skills development initiatives to opportunities for 
sustainable innovation and flagship projects such 
as the North West Climate Change Campaign and 
lobbying for improved transport links.

NWbLT’s members also act as ambassadors for 
the North West, liaising closely with the North 
West Development agency and the region’s other 
marketing agencies. 

In addition, we are keen members of the Mersey 
Partnership and the Liverpool Chamber of 
Commerce, organisations which work hard to secure 
commercial and social opportunities, leading to 
greater prosperity and prospects for the North West 
of England.

Whilst offering this snapshot of the current support 
for our communities, it is also worth noting that we 
are undergoing a review of all our activities. as we 
have stated from the outset, we recognise we have 
a real role to play in the lives of our employees and 
their local neighbourhoods and we are committed to 
developing a programme which we believe will make 
a difference, for the better, in those communities in 
which we live and operate. 
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Christmas toy appeal at Shop Direct Group HQ



Presenting a Positive 
body image
we have made great progress in the year up  
to May 2009, having focused on the three key  
areas of customer insight, guidelines and 
supplier relationships.

as an organisation, we understand our corporate 
responsibility and strive to ensure that, in particular, 
with regard to models and photography, we present 
our offers in a way which recognises the multi-
cultural society in which we live and depicts women, 
men and children in a positive and healthy way.

With a portfolio of brands that appeal across the 
mass market of the UK population and product 
ranges that span the breadth of fashion attitudes 
and lifestages, it is critical that we have put our 
customers’ views, needs and wants at the heart of 
our decision-making.

Through constant feedback, we are able to refine the 
way in which we present our offers to maximise the 
appeal of our brands, building both customer appeal 
and loyalty. Working with qualitative research groups, 
we are able to gain reaction to both what we have 
produced and what we are planning – insight that has 
been invaluable in the re-positioning of the images 
that we create.

Given the ethnic diversity of the UK population, we 
pro-actively seek to ensure that we have a range of 
models within our offers that reflect our customer 
base and have worked closely with our strategic 
model agencies to help deliver this across our 
women’s, men’s and childrenswear offers.
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Mark Evans

Creative Director
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Shop Direct has set clear standards and guidelines 
which define the characteristics of a healthy body 
image and have taken a strong ethical stance 
refusing to use ‘size zero’ models.

The physical well-being of the models that  
we use and their professional behaviour is critical 
and, therefore, we have created guidelines for 
acceptable social behaviour – guidelines which have 
been incorporated into our supplier  
contractual agreements. 

Only by delivering each of the elements highlighted 
above consistently across all of our customer 
touch points will we deliver brands which resonate 
with consumers and demonstrate that we take the 
presentation of a positive body image very seriously.

Rebecca Elderfield 

Design Director
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resPonsible lending 
and Credit serviCes
shop Direct Group provides through its financial 
services arm, shop direct group financial 
services, a range of simple and affordable credit 
products that enable customers to manage 
their finances and to make those essential and 
aspirational purchases that may otherwise be 
beyond their grasp.

fair and transParent 
finanCial serviCes 
it is our aim to deal with all our customers 
responsibly and fairly. We aim to provide our 
customers with all the information they need to make 
balanced and responsible decisions when using 
credit to purchase our products and services. We 
consider all the available information when making 
lending decisions to ensure that it is in the best 
interests of the customer to extend credit.

Over-indebtedness is an increasing problem in 
our society and the increasing availability of credit 
has made it much easier for consumers to borrow 
beyond their means to repay. For both new and 
existing customers, we always take other financial 
commitments into consideration when we make any 
decision to extend a new credit facility, increase a 
credit limit or authorise a sales transaction.

The current economic downturn represents a risk 
to financially-vulnerable individuals with recent 
cost of living increases, falling property prices and 
rising unemployment all putting pressure on already 
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David Poole

Chief Operating Officer,  
Financial Services
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indebted consumers. Shop Direct Group recognises 
that it is increasingly important to manage our credit 
exposures during these difficult times and ensure that 
our customers borrow responsibly. We proactively 
tightened our credit policies many months ago in 
anticipation of an increasingly challenging economic 
environment and stopped extending credit to those 
we considered to be most vulnerable to the current 
situation. In addition to this, we monitor the credit 
position of all our customers through monthly review 
of all our customers’ credit scores. In circumstances 
where we find a customer’s score deteriorating we 
will immediately restrict access to further credit with 
us even if the customer’s performance with our 
account remains acceptable. In this way, we seek to 
avoid exacerbating an already difficult situation for 
our customers as well as protecting our business 
from increasing bad debt losses.

Combating fraud and 
identity tHeft
sdgfs has implemented a state-of-the-art fraud 
management system to protect our customers 
against account takeover and identity theft. 
Our systems analyse every sales transaction and 
immediately identify any activity that does not 
conform to our customers’ normal spending patterns. 
We continue to be active members of CIFaS (the 
Credit Industry Fraud avoidance Scheme) and, as a 
leading online retailer, we ensure that our customers 
can shop safely from our websites protected by 
Verified by Visa and Mastercard SecureCode.

SDG’s Legal and Compliance Teams work closely 
together to ensure compliance with Financial 
Services authority, Consumer Credit act and 
Data Protection Regulations. Clear policies and 
procedures exist to ensure that both the principles 
and detailed rules are satisfied.
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editorial
firstly thank you for picking up a hard copy of this 
cop or for opening up a pdf online. secondly, its 
been a busy year… but also a good one.

When you start the process of planning and writing 
your first COP it can be easy to gloss over the 
progress element as something for the dim and 
distant future. We are now on to our third annual 
COP and progress comes in to sharp focus!

If we have not made progress it will be immediately 
apparent to our readers and this under performance 
will be the clear and direct responsibility of those 
involved in CR and sustainability at Shop Direct Group.

Happily, it is my view that for the most part we have 
progressed well and in some areas very significantly. 
Our work on carbon reduction and sustainability in 
particular has forged ahead and in our sector of home 
shopping we feel we are now well placed alongside 
our competitors. I have had the pleasure of moving 
our performance indicator to stage one of Best 
Practice in regard to our respect of the environmental 
principles and this is an exceptional achievement 
for the Facilities Management team who work 
operationally on our day to day carbon reduction and 
sustainability strategy. Ethical Sourcing also continues 
to advance and is testament to the endeavour and 
motivation of our small global team of experts.
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Michael Spenley 
Head of Corporate Responsibility

In other areas progress has been more gradual and 
the CR Board has acknowledged a need to make 
progress on Human Resources and Communities a 
priority in the coming year.

On balance though its been an excellent year for CR 
and Sustainability at Shop Direct Group and one of 
which we are justifiably proud.

staKeHolder  
feedbaCK on our 2009 CoP
Prior to publishing this years report was read 
by a variety of our stakeholders including 
customers, employees, suppliers and charities. 
the following are selected comments received:

“While Shop Direct is obviously taking its corporate 
and environmental responsibilities very seriously, 
it needs to remember that there is always room for 
improvement and never room for complacency.”

“I am pleased that the company has had a  
chance to take on constructive criticism and  
improve accordingly.”

“I was particularly impressed that the company has 
a positive outlook on child labour but is also able to 
liaise with other agencies to reduce the amount of 
monitoring visits available.  
“This helps to improve everybody’s carbon footprint, 
while remaining cost effective.”

“The more the company opts for ethical and locally 
sourced products, the happier the customers will be.”

“I would like to see a higher profile amongst local 
charities and good causes.”

 “I would like to see Shop Direct increase its 
commitment to the environment, both by increasing 
it’s recycling and using more recycled products.”

“The policies and attitude toward the environment are 
above the required standards.”

“I think the report is fantastic; it has an outstanding 
layout and simple structure. I like way the company 
is considering its employees as part of CSR as 
opposed to simply pleasing external stakeholders. 
The strides the company is taking to improve its CSR 
is really promising, especially all of the investment in 
challenging economic times. I hope people take the 
time to read the report and that it gets the recognition 
it deserves from a wider audience. Let’s hope we can 
grow and next year’s will be even better!”

“I got lost quite a bit with the use of abbreviations, 
I am not sure whether I am the target audience for 
your report, but it became a little confusing and 
pointless at times, if I would have known what all the 
abbreviations meant a lot more of the description 
about them would have made sense.”
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