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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.

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 fourth COP and it outlines  
Shop Direct Group’s activities in support of these  
Ten Principles. 
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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.
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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.

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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Mark Newton-Jones

Group Chief Executive 

foreword & suPPort 
for global ComPaCt 
We support the united nations global compact and 
are committed to ongoing engagement with the largest 
and fastest growing cr initiative in the world. We 
strive to abide by the 10 principles in all our business 
operations.

Welcome to all readers of our fourth annual 
communication on progress covering the year 2009. 
The past year has been rather difficult with regard to 
trading and the global economic downturn has impacted 
our business. Nevertheless, we are fully committed to 
achieving the very best possible standards in our CR 
program, our investment has increased and we have 
clearly demonstrated progress in many areas 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.

We continue to press on with addressing our Future 
Focus Ten priorities which are governed by the Group 
CR Board. I am pleased to chair the CR Board myself 
and grateful to each of the board members for guiding 
the CR strategy over the past year. We also supported 
the Compact as Chair of the UN GC UK Network 
through 2009 and helped create a thriving network of 
corporate members eager to abide by the ten principles.

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

questionmark@shopdirect.com 

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



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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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.

we invite all group colleagues to 
learn more about our commitment to 
corporate responsibility by logging on 
to our corporate website
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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 nine executive members and meets quarterly. 

marK newton-Jones

grouP CHief 
exeCutive 

“We continue to press on with addressing our future 
focus ten priorities which are governed by the group 
cr board. i am pleased to chair the cr board myself and 
grateful to each of the board members for guiding the cr 
strategy over the past year.” 
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“Working on social 
responsibility for sdg has 
been a great pleasure and
is something i treasure.
im very proud to say we 
have made excellent
progress together as a 
board.” 

Matthew Jacques
brand Director

“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.”

David Poole
Chief Operating Officer
Financial Services

“We take our responsibilities 
seriously and as such have 
recently undertaken a full 
in-depth review of all our 
community and charitable 
activities to ensure that they 
are having the maximum 
sustainable impact possible.”

ann bryon
Group Communication Director

“in 2009 we have brought 
additional focus and 
resource to our ethical 
sourcing team and have 
thereby made great 
progress in extending our 
activities in support of 
principles 2, 4 & 5.”

Micheal Spenley
Head of Corporate 
Responsibility

“We have expanded our 
independent whistleblowing 
helpline, to all of our key 
suppliers this has been 
supported by a clear 
communication to suppliers 
that if they suspect any 
wrongdoing by our staff that 
they should report via the 
confidential service.”

David Mortlock
Director of Internal audit
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“our strong focus on 
energy consumption has 
resulted in delivery of 
some excellent initiatives. 
We have reduced energy 
consumption in each of the 
last 4 years.”

Dan Rogers
Head of Group Property
and Facilities

“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.”

Rob Hardman 
Head of Print & Paper 
Procurement

“the retail industry is fast 
moving and making sure 
each of our employees has 
a flexible and diverse range 
of skills is as important to 
the future of our business 
as it is to the people who 
work for us.”

Sue Rice
Head of HR



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 2009 we have brought additional focus and 
resource to our ethical sourcing team and have 
thereby made great progress in extending our 
activities in support of Principles 2, 4 & 5.

The SDG supply chain remains geographically 
similar to the previous year and the emergence 
of new manufacturing countries e.g. Egypt has 
been slower than anticipated and 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 impact favourably on our ability to support 
principles 2,4 and 5 going forward into 2010.

Please allow me to present our main activities in 
support of Principles 2, 4 & 5 in 2009.

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 2009 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. 

forCed labour 
we support the elimination of all forms of forced 
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the EU and certain other developed countries where 
legislation, the process of law and the mandate of 
local inspectors are in line with our code of conduct. 
Rather we continue to audit in selected global 
locations according to a risk assessment.

Our Regional Managers are as follows: Mr. Ratan 
Jana, CR Manager India and SE asia, Mrs. Macy 
Liao, CR Manager China and Mr. Mike Ratcliffe CR 
Manager EMEa (Non-SDIL) 

We over-achieved on our goal for compliance at 
80% and achieved a year end score of just under 
100%. Using a Hot-List which was managed centrally 
we managed to ensure that all factories that were 
breaking our code either lost their contracts (after due 
process) or were improved. This successful outcome 
is an excellent reflection on our CR audit team who 
continue to make sacrifices by spending up to 20 
weeks a year travelling away from their families on 
company business. Our three CR managers see CR 
as a vocation and not merely a job.

In 2010 the monitoring program will enter a new “revisit” 
stage to ensure that compliant factories continue to 
improve and do not fall back into non-compliance.

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.
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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 2009. 

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 2009 no cases of child labour were 
found by the SDG monitoring program

monitoring 
in 2009 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”

Having started the program at the beginning of 2008 
I’m pleased to report that we achieved our KPI and 
audited all direct factories (product sourced through 
Source Direct International Ltd) by Dec 2009

This included factories in UK, Poland, Romania, 
Lithuania, Turkey, Egypt, Israel, Morocco, Syria, 
India, bangladesh, China, Thailand, Indonesia, 
Malaysia and Vietnam.

Please note: although we audit all UK factories we 
do not normally audit factories producing for SDG in 
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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 supplier website and 
was 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 Chaired the UK Network through 2009. We 
commit approximately five 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 2009 we further developed our ‘Moses 
basket’ project in Morocco which assessed whether 
Child Labour was involved in the production of our 
own brand baby baskets in rural mountain villages. 
Happily this was not the case but we did make 
clear recommendations regarding wage legislation 
for home-workers to the local United Nations 
representative, as well as relevant agencies of the 
Moroccan Government.

misCellaneous
We continue to work on ethical product sourcing 
initiatives building on the successes achieved with 
our organic cotton and FSC furniture ranges. In 
2009 we convened a working group on Diamond 
Sourcing to ensure that we are not complicit in the 
sale of conflict diamonds. The result was a ratified 
Group policy on diamond sourcing and a written 
guarantee (referencing the Kimberley process) which 
was signed by all our diamond suppliers. Following 
our working group and further investigations we are 
confident that no conflict diamonds are used in the 
production of SDG jewellery.

ConClusion
in 2009 the audit team galvanised and extended 
all resources to achieve an exceptional result of 
just short of 100% compliance in our direct supply 
chain. the challenge is on for 2010 to ensure 
that we continue to achieve optimum results for 
our direct suppliers.  There should be continuous 
improvement and if there are issues and suppliers 
fall back from previously achieved ethical standards 
then they should be managed back to compliance 
by the CR team and commercial teams jointly. This 
will no doubt be difficult to achieve in some cases 
given the turbulent global economy and a number of 
external pressures on suppliers including increasing 
commodity prices. Furthermore, we aim to extend our 
program to cover those suppliers that we deal with 
indirectly i.e. not via SDIL (our wholly owned sourcing 
operation). This will prove a major challenge for the 
team but is necessary if we wish to move towards a 
‘level playing field’.

I hope the inclusion of an extract from the blogs of 
Macy, Ratan and Mike will give an insight into the 
world of the ethical auditor. For now these blogs are 
only available to colleagues but we have plans in 
2010 to build a public CR website and will give Macy, 
Mike and Ratan 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.
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Mike Ratcliffe (3rd 
from left) and supplier 
representatives at a 
factory in Lithuania
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miKe’s blog in his own words...

Im happy to report that in 2009 the EMEa (Europe 
Middle East & africa) audit function went well with 
very few Red graded factories and lots of progress 
made.

Monitoring of U.K. operations also remains 
important. To illustrate the process please read 
through this overview of my recent work schedule. 

I have recently visited two factories with differing 
outcomes. Factory a is a textile factory in Turkey. 
approximately 20% of their turnover is with Shop 
Direct. The factory documentation was absolutely 
first class but the reality in the factory was somewhat 
different. The factory could not be described as 
dangerous but housekeeping was poor and they 
had emergency lighting only in limited areas. 
also additional warning signage was needed for 
safety equipment including ear defenders. I held 
a discussion with management to discuss my 
concerns. The audit Report has been sent to them 
and currently they have been graded amber.

Factory b is a re-processing, warehouse & 
distribution centre based in Manchester in the 
north-west of England. They are a new supplier 
manufacturing children’s clothing in China and then 
dispatching from their UK hub. Once again although 

documentation was good there were other areas 
identified for improvement. On entering the shop 
floor it was quite congested with no aisle marking. 
I was concerned that the distance at the far end of 
the building to the fire exits appeared to be quite far. 
It was then that I became aware that a fire exit door 
had become completely obscured by boxes awaiting 
despatch. as a result, the unit has been scored 
Red. a re-visit is planned within 3 months to assess 
progress. Moreover, I have asked Macy Liao in our 
China team to consider conducting an audit of their 
Chinese production unit.

My job is a series of challenges and problems to 
solve but all in all its what I enjoy doing. No one day 
is the same and I have to keep on my toes. Still as a 
former Factory Manager with 30+ years experience 
in the trade, its refreshing to get the chance to help 
improve the conditions at production units with which 
we work on a day to day basis.

In 2010, my role will extend to cover audit 
management of the factories in the Far East that 
work with us but not through our own sourcing 
house. It’s a big undertaking and there will no doubt 
be twists and turns on the way but I am looking 
forward to it.
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Mrs. Macy Liao,

with Mr King Li
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maCy’s blog in her own words...

all in all, 258 audits involving management and 
worker interviews, document review, facilities 
inspection and training were conducted at different 
levels in our supplying chain throughout the year 
2009. This comprised 185 full audits and 73 follow 
up audits. 90% of our follow up audits are concerned 
with Red graded factories. We attend up to a 
maximum three times to help and assist factory 
management to comply with our code of conduct. 
There may be issues with transparency e.g. to 
disclose real documents, to pay workers more, to 
provide improved working conditions for workers or 
even to improve environmental performance.¬

This is detailed work needs and needs patience 
and tenacity and assertiveness. Luckily these are 
qualities which my team possesses! We are also 
supported by the top management of company 
as well as merchandisers and the Quality (Qa/
QC) team. During the last year, we successfully 
concentrated more orders in good factories, stayed 
away from the factories that did not demonstrated 
willingness to improve and focussed solely on 
factories that are always moving forward. 

at the close of the 2009, we were proud to say 

that all of our suppliers have been ethically and 
environmentally audited and we have a minimum 
compliance grading of amber giving us 100% 
compliance in China.

In 2010 I feel my work will become even more 
important. There is a lack of improvement in factory 
conditions when there are tough economic times. 

No Company becomes fully ethical or sustainable 
overnight. Individual people can be inspired in a 
moment to take action or to be engaged in the 
debate. but for a company as a whole, it is a long 
journey. Good to know that we as a team and as a 
company are already on the road.
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Tuebirth R. Marak (left)

with Ratan Jana (right) 

ratan’s blog in his own words...

namaste (hello)!

It is time again to jot down our deeds and 
achievements for the past year….well…2009 was a 
mixed bag of good and bad….but then achievement 
always comes with some positive and negatives in 
it.  For 2009, we had completed 173 audits including 
the Potential, live factories across the Indian 
subcontinent, bangladesh and Southeast asia.  The 
past year has been more like running through the 
time and challenges as we were given a target date 
to complete visiting and final revisiting of all RED 
rated factories. Sad to say, not all the RED rated 
factories were able to achieve at least the aMbER 
rating and thus resulting in the suspension of some in 
the supply chain. 

at the end of 2009, we were able to filter a larger 
portion of the Non-Compliant factories or those who 
failed to achieve at least the minimum aMbER rating 
which is a must requirement for SDIL to go forward 
and do the business. Disengagement was the last 
option for us…we had worked and tried to work 
within the company to achieve at least the minimum 
requirement….but…..not all were able to prove their 
commitment to change and improvement.  

Nevertheless, we are happy to report that in 2009 
with the support of the top management, and with 
valuable guidance from our SDG colleagues, we 
were able to achieve our target.
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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 
business transformation has continued this year 
as the organisation responds to the changing 
needs of our customers. this has resulted in 
activity at a number of our sites that has had an 
impact on our employee headcount. we have 
achieved this with a strong relationship between 
our people and trade union partners. a key driver 
of this change has been the desire to have multi-
skilled employees, whose roles are enriched by 
having more variety in their jobs, giving them 
better progression prospects.  we have also 
reviewed our reward structure and working 
patterns, offering new employees the opportunity 
to work more flexibly via an annualised hours 
contract in some operational areas of the 
business.
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Contact Centres 37.4%

 Financial Services 18.4% 

Head Office & Group Functions 18.4%

 Littlewoods Clearance 5.5%

Warehouse & Returns 18.8%

business grouP
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The headcount across our Warehouses, Contact 
Centres, Clearance Stores, Financial Services and 
Head Office is 7600 people. 

The retail industry is fast moving and making sure 
each of our employees has a flexible and diverse 
range of skills is as important to the future of our 
business as it is to the people who work for us. 
This year we have undertaken a complete review 
of the training we offer all employees. This will 
ensure employees and new recruits are equipped 
to do their jobs effectively and efficiently as well as 
offering opportunities to develop their talent and 
capabilities, expand their experience and fulfil their 
career ambitions. an important addition to the training 
portfolio will include improved training on diversity 
and equal opportunities.  

During 2009 ‘Your Shout’ temperature checks 
showed we had made improvements to employee 
engagement during the year, with overall scores 
across the Group rising from 62% to 70%. We are 
committed to keeping our employees informed of 
where the business is going and the results of the 
latest survey indicate that this is working well. 

We will be implementing a Leadership Development 
programme this year that will establish and support 
the style of leadership we expect and develop the 
skills of  all those who hold a management role in 
SDG. around 800 managers will participate in the 
programme over the next 18 months and its success 
will be evaluated by obtaining feedback via next 
year’s ‘Your Shout’ employee engagement survey. 

This year the survey was extended to include our 250 
colleagues working for SDIL in the Far East.

The results show an encouraging 85% response rate 
and 62% engagement rate.

We continue to be focused on improving the 
experience at work for all our employees and are 
encouraged by the feedback our efforts are making 
across all parts of our business.

LE
G

a
L C

O
M

P
LIa

N
C

E
a

C
H

IE
V

IN
G

 R
E

S
U

LT
S

G
O

O
D

b
E

S
T

 P
R

a
C

T
IC

E

Under 21 5.4%

 21 to 30 27.9%

 30 to 40 20.7%

 40 to 50 23.4%

Over 50 22.6%

White 79.1%

asian or asian british 8.7%

black or black british 1.0%

Chinese or Other 0.5%

british 0.2%

Mixed 0.3%

Not Declared 10.2%

Male 34.1%

 Female 65.9%

age Category

etHniC origin

gender



Dan Rogers

Head of Group Property
and Facilities

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

introduCtion 
throughout 2009 we have continued to strive 
forward in the 4 elements within ‘future focus 
10’ that my team manage; energy Consumption, 
recycling, transport and Health & safety. 

our strong focus on energy consumption has 
resulted in delivery of some excellent initiatives. 
as a result we have reduced energy consumption 
in each of the last 4 years. 

the challenge remains for us to continue to 
reduce our consumption year on year over the 
next 5 years and beyond as the uK Carbon 
reduction Commitment scheme comes into 
force.  with this in mind we have established 
a Carbon reduction team from all areas of 
the business to share best practice and work 
together on a coherent strategy.

by introducing further recycling measures 
and utilising new waste separation and 
recycling facilities, sought out by our team, we 
have increased our percentage of recycling 
significantly in 2009.

looking at transport, we have also managed to 
reduce our C02 emissions by utilising phone and 
video conferencing more frequently as well as 
encouraging the use of public transport and car 
sharing as a way of reducing our environmental 
impact from travelling into and between our 
places of work. 

in Health & safety, highlights have included 
british standard 18001 accreditation for our 
Head office and Contact Centres, coupled with a 
reduction on the previous year’s reportable and 
non reportable incidents.
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energy ConsumPtion
Whilst 100% of our electricity purchased is 
generated from renewable sources, wasting it is 
economically and environmentally unacceptable
to us.

The strategies to reduce energy usage throughout 
2009 have also been linked to the property space 
we occupy as a business. We have improved the 
efficiency of our lighting, introduced further light / 
movement sensors, replaced additional light fittings 
with more efficient bulbs, focused on the efficiency 
and settings of our heating and cooling control 
systems as well as proactively managing the power 
requirements within our Data Centres. 

Our data centre power performance and reliability 
is increasing in importance year on year as our 
customers choose to order products online – in peak 
trading in 2009 online trading accounted up to 80% 
of our demand. Despite the year on year increase in 
the demands on these facilities we have successfully 
reduced our electricity consumption by 378’211 kWh 
– a reduction of 4.8% on the previous year. This 
equates to a C02 reduction of 206 tonnes across just 
2 data centres.

data Centre –
reCent aCHievements
• Upgraded to a modular more energy efficient  
 UPS (Un-interuptable Power Supply) platform

• Reduced annual electricity consumption in our 2  
 Data Centres by a total of 4.8% since 2008

• Changed from analogue to Digital monitoring of  
 critical systems allowing access from anywhere  
 in the world using Green IT systems to avoid  
 third party site visits, reducing the requirement  
 for business travel.

• Greatly improved energy efficiency working
 in-line with European Code of Conduct.

• In recognition of our carbon reduction   
 programme the ‘Mission Critical’ Data Centre  
 team finished in the top four of The European  
 Data Centre Leaders awards, alongside industry  
 heavyweights Logica, Hewlett Packard and The  
 Computer Centre.
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tHermal imaging
• In 2008 we employed thermal imaging cameras  
 to reduce heat build up in our IT servers.
 In 2009 we have continued to make these 
 checks and have now utilised the same   
 methodology to help improve our building   
 thermal efficiency by locating areas of heat loss.  
 To this end our team have recently been   
 formally trained in Thermography.

by controlling the opening and closing blinds within 
our buildings, we have effectively decreased the 
energy required to maintain a comfortable working 
environment. Opening the blinds increases solar gain 
during the early morning period - in cold periods this 
helps heat the building more quickly and efficiently. 
by closing all blinds at 6pm each evening throughout 
the Winter we have reduced heat loss overnight, 
minimising the amount of energy required to re-heat 
the building again in the morning prior to the working 
day beginning.

a common sense measure on a large scale that has 
made a real impact on energy usage. alternative 
activity will take place in the warmer summer months 
to retain cool air and minimise solar gain and also 
take advantage of the cooler air throughout the night.

as you may be able to see on the visible light image 
(above), on the left hand side window the blind is 
closed, this corresponds to the colder ‘blue’ glass 
viewed in the thermal image (above right), showing 
clearly that heat is being retained by the closed blind, 
whereas the glass is warmer and heat is being lost 
from the other windows.

Pictures of skyways House 
thermal imaging – heat loss 
from windows above.
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We have recently constructed an in house photo 
studio in our second head office building at the 
Skyways Campus. This part of the building has 
been fitted out with energy conservation in mind. 
We have created insulating pockets between many 
of the outer walls and the boundary walls. This has 
improved the aesthetic of this former storage facility 
for its new use as a studio but has also provided the 
additional benefit of insulating the walls, reducing 
heat loss. Entrances have had clear plastic curtain 
walls fitted to ensure heat loss is minimised, all main 
openings have a secondary door/s within the building 
to ensure the temperature remains static and heat 
loss is minimised.

The latest LED technology has been used to light 
the photo studio and new Reception. Each of the 
fittings uses just 11 watts of energy. The new 7500 
sq ft studio is lit by just 19, 11 watt fittings, using 209 
watts (the same as 3 and a half domestic 60w light 
bulbs!) – the space is enough to fit 10 average sized 
houses within it!

The studio has also reduced the number of journeys 
between our head office and our other 3rd party 
external photo studios. approximately 37 road miles 
per day have now been saved – reducing annual 
business miles within this function by 9620. Or 3.8 
tC02 / year
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% Change - - -

annual group electricity Consumption
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Our Carbon reduction programme continues to 
reduce our CO2 emissions year on year and lowers 
our operating costs significantly. Our electricity 
consumption reduced 11.7% in 2008 and 12.1% in 
2009. Since 2006 a total reduction of 33.6%

Even more pleasing is the reduction in our Gas 
consumption. Despite 2 harsh winters in the UK with 
several weeks of Snow and Ice at the end of 2009, 
not forgetting even worse conditions in January 
2010, our consumption was reduced by 4.7% in 
2008 and 12.3% in 2009.

C02 from Gas and Electricity usage 

3040 tonnes C02 reduction in 2009
(vs. reduction of 2930 tonnes C02 in 2008)

reCyCling
2007 – 3857 tonnes recycled 54%

2008 – 3668 tonnes recycled 60%

2009 – 4187 tonnes recycled 78% 

Reduction in tons sent to landfill over the last 12 
months of…….519 tonnes! Our recycling metric is 
now 18.6% higher.

This has been achieved by working closely with 
our Recycling partner throughout the later part of 
2009 when we started to use a 3rd party operator 
who specialise in producing renewable energies by 
utilising non-recyclable ‘general waste’.

Instead of this waste going to landfill it is now 
processed into green energy using a Mechanical 
Heat Treatment process (MHT). This process 
converts non recyclable general waste into ‘green 
fuel’ for use in specially adapted heat exchanging 
plants. The waste processed includes recyclables 
contaminated with food, oils and fats. We work 
closely with our Recycling partner to ensure all waste 
sent to the MHT plant is of the appropriate type.

meCHaniCal Heat 
treatment
Mechanical Heat Treatment (MHT) is a term that is 
used to describe a number of different processes 
that involve the mechanical (separation) and thermal 
(heat) treatment of waste.
Following the introduction of this process at Shaw 
(our main distribution centre) our already excellent 
recycling figures have improved significantly  – only 
0.66% now goes to landfill.

Prior to our adoption of the MHT process we had 
already been recognised for the existing levels 
of success in recycling.This action coupled with. 
reductions in our office printing volumes and new 
eco customer parcel sacks resulted in us being 
awarded Silver in the UK Recycling Stars awards.
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CrC
We have engaged Energy bureau STC to work 
with us as we embrace the Carbon Reduction 
Commitment scheme. This is a government led 
scheme to ensure businesses involved reduce 
carbon emissions by at least 4 million tonnes of 
carbon dioxide per year, by 2020. This involves 
production of a league table, purchase of ‘Carbon 
Credits’ and a revenue recycling scheme based 
on performance. We aim to be, at least, in the top 
quartile of UK companies.

Our achievements and investments, such as in 
automatic meter reading technology and our Carbon 
Trust status see Shop Direct Group well placed to 
perform well in the league tables. 

We are delighted to have the Carbon Trust standard 
and in 2009 our accreditation was extended up until 
april 2011.

britisH retail 
Consortium 
Following the great achievements in 2009 Neil 
Woollam, Shop Direct Group Energy Manager has 
been elected Chair of the british Retail Consortium’s 
Energy Working Group. This role will involve Shop 
Direct Group working towards best practice along 
side household names such as; boots, McDonalds 
and the Co-Operative.

This trade association of 37,000 retail companies of 
varying sizes, who together employ 27% of the UK 
workforce, aim to reduce energy consumption within 
the retail sector by 23% by 2013.

offiCe PaPer usage
Our print volumes within our head office have 
actually increased in 2009. We believe this is due 
to increases in the number of colleagues based at 
this site. In addition, changes within our brands as 
our product ranges are differentiated brand by brand 
have lead to further increases. 

However, we are now in the final stages of a plan that 
will ensure we get back on the right track in 2010.  
This involves removal of desktop printing devices, 
replacing these with more efficient Multifunctional 
Devices (a combined printer, photocopier, scanner).
We also plan to reduce paper and toner usage by 
installing print management software.

The introduction of ‘print on hold’ to other sites 
within the group will ensure all items sent to print are 
actually collected. by eliminating uncollected print 
outs we estimate print reductions between 15% and 
40%. 

Print management software can be used to restrict 
the printing of particular types of documents such 
as emails, can disallow single side printing, prevent 
colour printing of power point presentations for 
example and reduce toner density by individual user 
or user groups or by document type.

 (In addition, the software will provide more detailed 
management information allowing us to identify areas 
of high usage).



transPort
business travel reduction

business mileage by Car

2007 - 2,189,282 miles / assuming petrol = 740t CO2

2008 - 2,081,000 miles / assuming petrol = 703t CO2

2009 - 2,068,242 miles / assuming petrol = 699t CO2 

video & tele-Conferencing

We have continued the reductions in business 
miles for each of the past 3 years and have recently 
started to introduce High Definition (HD) quality 
Video Conferencing into our business. Once this is 
fully rolled out we intend to make full utilisation of this 
technology aiming to reduce business travel year on 
year.  

In 2009 we increased the amount of video 
conferencing from 450 hours to 498 hours and 
teleconferencing rose from 31’361 in 2008 to 41’293 
hours in 2009 – an increase of 24%

air travel has also reduced in 2009 vs 2008 – a 
reduction of 2.8% and over 47 tons less CO2 than 
the previous year. However UK Rail travel has 
increased significantly.

a 33% increase in rail travel C02 emissions have 
been recorded. We advocate using rail travel to staff 
as a lower carbon alternative.

Overall regarding our business travel, taking into 
account, Road, Rail and air we have reduced our 
C02 emissions by 30 tonnes from 2008.

business decisions that reduce environmental 
impact

During 2009 a decision was taken to relocate the 
storage of clothing garments held on hangers from a 
3rd party site into our main Distribution site. 

Not only will this improve the service we offer our 
customers, it will reduce overall transportation 
requirements we require via our 3rd party logistics 
firm Yodel. Next year we will report on the C02 
reductions this change put in place by Shop Direct 
Group has provided.

Once these products are relocated we will effectively 
reduce: 

• the number journeys driven by delivery vehicles  
 from the former storage site and the Distribution  
 centre 

• bringing the products into one site will allow
 us to bring more types of items together into 
 a single parcel. This ‘collating’ will result in 
 less orders being split into multiple deliveries 
 to the customer – not only more convenient for 
 the customer to receive everything at once, but 
 we will only have to drive to their home address 
 once rather than twice for this type of order.

• as a business this has a direct influence on 
 our delivery and logistics provider by reducing 
 their vehicle C02 emissions.
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- +% Change % Change

Rail1,689,236 1,641,879
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10:10
we’ve picked up on the 10:10 campaign* 
objectives and are promoting a host of smarter 
travel options, efficient motoring practice and 
all round good environmental practice to our 
colleagues throughout the group.

a 10-month poster campaign is being rolled out to 
sites, highlighting what we are doing in the business 
to reduce energy consumption, travel smarter and 
relating these and other actions to clearly show how 
cost effective measures can be implemented by 
employees to save energy and money on bills.

We’re also campaigning for other improvements to 
travel in the region such as a car sharing scheme, 
real time bus information and adoption of high 
definition video conferencing to reduce travel within 
our operation and to / from our Suppliers in the UK 
and in the Far East.

* “10:10” is a national campaign, supported by 
numerous governmental, public and private 
organisations as well as individuals via their utility 
company. Supporters include the Energy Saving 
Trust and the Carbon Trust. It’s aim is to encouraging 
businesses and individuals to reduce their Carbon 
emissions by 10% in 2010.

green aPPle award 
winners 2009
as a result of our work in reducing Shop Direct 
Group’s environmental impact we have, in 2009, 
been recognised by the ‘Green apple awards’. In a 
prestigious ceremony at the Houses of Parliament 
Shop Direct Group were presented with the Green 
apple award for the Retail sector, a second award 
for the overall Winner within business & Industry and 
also won the Champion of Champions award despite 
tough competition from over 600 companies who 
entered the competition.

Phil Spick, Dan Rogers and Neil Woollam receiving Green apple awards,
Houses of Parliament, London
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HealtH and safety
In 2009 we have successfully attained the bSI 
OHSaS 18001 Occupational Health and Safety 
Management accreditation in all our Contact 
Centres and Head Office sites, having achieved this 
certification for our Financial Services business in 
2008. We now look to achieve this accreditation in 
Warehouse and Returns during the 2010/11 financial 
year, providing us with this standard across the 
entire Group.

We have also introduced an online accident / 
incident reporting system. This has improved the 
reporting and collation of information throughout 

the group. This allows our Health & Safety and 
management teams to receive reports, by email and 
creates an audit trail for corrective measures through 
one single line of communication. 

Following on from our work in improving our audit 
trails, systems and procedures our accident figures 
below detail a 3 year low on both Non-reportable 
and Reportable categories.

bSI accreditation and the online reporting system 
have allowed us to increase our ability to defend 
claims successfully.

 2007 2008 2009

Reportable 85 108 65

Non Reportable 686 860 586

total inCidents – 3 year low

non-rePortable 
inCidents

rePortable 
inCidents

2007

85

2008

108

2009

65

2007

686

2008

860

2009

586
Non-reportable
Incidents

% Change % Change

Reportable 
Incidents

+27 +25-40 -32

3 year 
low

3 year 
low
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wellness
Healthy eating & “fit for the future”

In 2009 we continued to promote the ‘Health’ side 
of Health & Safety and amongst other activities 
have focused on encouraging healthy eating by 
ensuring our catering provider uses low fat, low 
sugar and low salt ingredients when preparing meals 
for our colleagues. Even for the traditional English 
breakfasts we oven cook sausages, grill the bacon 
and now offer freshly cooked to order omelettes to 
offer an alternative to the fried egg!

We always have skimmed milk available for cereal, 
tea or coffee, low sodium salt and sweeteners as an 
alternative to sugar. Fresh fruit and freshly prepared 
fruit salad is available daily as well as wholemeal 
bread to accompany meals or soup – also made 
from fresh ingredients where possible. Drinking 
Water is provided at all times. We always have a 
Healthy Option Meal available.

In 2009 we have also started to install fresh fruit 
Smoothie bars. always prepared to order from 
fresh fruit and ‘not from concentrate’ juices, this 
has encouraged further healthy eating amongst 
our colleagues, giving a fresh alternative to tea and 
coffee, boosting their 5 a day intake. We plan to roll 
this out to our Smoothies to our other sites where 
there is sufficient demand.

ConClusion

our toP line imPaCt on 
C02 emissions
The initiatives above have had a positive impact on 
our C02 emissions.  In summary:

Total C02 = 22,065 Tonnes emitted in 2009

annual Reduction of C02 = 3040 Tonnes

annual Reduction of C02 = 12.1%

C02 is calculated above at 0.43 Kgs CO2 / kWh 
(Electricity) and 0.19 Kgs CO2 / kWh (Gas) 

If we were to include the reductions from business 
Travel our C02 emissions have dropped by 3074 
tonnes. This is the equivalent of 678 return flights for 
1 person from London to Hong Kong or 16177 return 
flights from Liverpool to London.

as part of the UK “10:10” campaign – Our aim for 
2010 is to reduce Carbon emissions by 10% across 
Shop Direct Group

environment HoPes 
and goals 2010
2010 will bring a variety of challenges. We plan full 
group adoption of the british Standard 18001 for 
Health & Safety. We will be constructing a 5 year 
Carbon Reduction programme to align our activities 
with the Carbon Reduction Commitment scheme.

Other 2010 Projects include; Voltage Optimisation 
/ Group wide Transformer Tapping, new PC energy 
saving systems, installation of E-Cube devices 
making our refrigerators more efficient,  a review of 
lighting control systems and building management 
systems (bMS) used in our Offices and Warehouses. 
We also intend to install ECO Max controllers 
to decrease energy usage. a bulb replacement 
programme will be costed out in an attempt to 
ensure all our lights are the most efficient type 
available. We also plan to make improvements to 
working environments at our sites. 

Within Heating and Cooling plant we will perform a 
full review of air conditioning efficiencies and align all 
our IT Server rooms to a defined operating criteria.

Finally, in 2010 we plan to further influence our 
colleagues by taking our message out on awareness 
days at our sites, sharing with our colleagues some 
of the great activity that is carried out. The further 
challenge to this is to effectively influence our 
colleagues to actively promote energy efficiency in 
the products we sell to our customers. Influencing 
the mass market could be our greatest achievement 
to date. 

Practically this will involve ensuring energy ratings 
are more clearly displayed on our catalogue book 
pages and web pages and that we offer calculations 
of cost of energy per year when comparing items via 
our new web platform. “This a-rated item will cost 
approximately £100 per year to run (power and water 
cost) vs the b-rated Item at £150 per year” – this 
will encourage customers to ‘trade up’ to the higher 
energy a-rated product as they can bear in mind the 
price and running costs as they may do for a new car 
for example. We will also work to promote stand-by 
savers for electrical products such as tv’s, recycling 
waste bins and energy efficient bulbs alongside our 
current lighting products range.
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Phil Spick  
Travel Plan Manager

travel Planning
we continue to support sustainable travel 
practice across our uK sites following and 
leading on best practice examples.

We are working towards achieving the PaS 100 
(Publicly available Standard) National Standard 
for Travel Plans, and see the rising price of fuel 
bringing effective travel planning to the fore as a 
key recruitment and retention mechanism. Initiatives 
require prolonged effort to maintain participation levels 
in line with changes to residential locations and staff 
turnover. 

Car sHaring 
a great effort and focus on car sharing is 
required to further grow successful car share 
schemes we operate at sites across the uK. 

We are once again seeing growth in our HQ car share 
scheme, which takes 100.000 journeys off the local road 
network per year. We estimate the scheme prevents over 
800.000 miles of driving and saves 210 tonnes of CO2. 
Individual commuting costs are calculated annually for 
respective participant vehicles to highlight the financial 
benefit of car sharing, relating this to the cost of a holiday 
to highlight its additional worth.

driving resPonsibly 
we continue to advise staff in a responsible 
manner, reducing our collective impact on 
congestion / pollution by providing up to 
the minute information on major local road 

incidents, together with advance notification 
of major roadwork / construction projects. 
the physical limitations of the mersey estuary 
require immediate notification of any disruption 
to the mersey tunnels (subsequent grid-lock of 
liverpool City Centre) and the runcorn bridge.

We continue to work in partnership with the Energy 
Saving Trust (act on CO2), again participating in the 
Smarter Driving Programme designed to reduce fuel 
usage by 15-19% in urban driving conditions. The 
Smarter Driving Simulator has featured across our 
Greater Manchester sites, helping to raise awareness 
of the need to reduce carbon footprints / air pollution 
in the respective communities travelled through, and 
save money as well.

CyCling
our pool bicycle scheme mirror’s the weather 
in terms of usage, with last year being down on 
previous years, taking 1500 bookings, though 
signs are encouraging for 2010.

Pool bikes are also available for weekend pursuits and 
we promote local charity cycle rides via the scheme to 
provide bicycles for group / team participation. bikes 
were used in our Children in Need efforts for 2009, with 
a cycle challenge to ride the mileage between all our UK 
sites. 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. 
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environmental PaPer 
PurCHasing
we have continued in 2009 to achieve our 
target with 50% of all catalogue paper PefC 
accredited.  to take a leap forward in 2010 all of 
Shop Direct Group catalogues will carry the PEFC 
logo and messaging, communicating our sustainable 
credentials. This accounts for 90% of paper 
purchased by the Shop Direct Group.

To further demonstrate the Group’s commitment to 
sustainable forest management, by the end of 2010 
all direct mail requirements will be produced using 
PEFC accredited paper.  

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.  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.

Improved customer targeting has reduced the 
number of direct mail and catalogues sent to 
prospective customers.  a total of 12 million books 

Rob Hardman 
Head of Print & Paper Procurement

[26,000 tonnes of paper] were sent to customers in 
2009, a reduction of 3 million books against the 2008 
forecast. Current forecasts for 2010 show that the 
number of books sent to customers increase by10% 
on 2009.  However, the number of pages in 2010 will 
increase by 25% from the 2009 to provide a greater 
breath depth of products for our customers.

a strategic imperative for the business in 2010 
will be to transform customer insight into a 
competitive advantage.  This will deliver a greater 
use of personalised online and paper customer 
communications to significantly improve response 
rates.  Eliminating customer direct mail with poor 
response rates will have an environmental and cost 
benefit to the Shop Direct Group.

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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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 
associated risks.

Our existing policies with respect to gifts and 
entertaining and Code of Conduct on competition 
law that we reported on last year remain in force 
and have been updated where appropriate. These 
are further supplemented by codes of practice with 
respect to working with Trading partners and other 
specific policies as part of our ethical sourcing 
approach. as part of this we have also expanded 
our independent whistleblowing helpline, previously 
available only to staff, to all of our key suppliers. 
This has been supported by a clear communication 
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to suppliers that if they suspect any wrongdoing by 
our staff that they should report via the confidential 
service.

To further support these and other internal policies 
an internal fraud working group has now been 
established to assess the key risk areas, review 
the group’s progress in implementing its policies 
and to discuss and resolved fraud related matters. 
Membership is multi functional including our Security 
& Internal audit teams and meets monthly. areas 
discussed includes fraud awareness programmes 
for staff, structure of system user IDs & fraudster 
profiling.

We also actively participate in local anti fraud 
networking groups designed to share best practice 
and intelligence on fraud and corruption related 
activity. anti fraud and corruption training remains 
part of our induction training and where appropriate 
specific training is delivered to operational teams by 
our Security teams.

The protection of our customer’s details from 
misuse and theft have remained a priority for 
us. We have a number of key initiatives running 
including our PCI programme & we undertake 
regular independent third party penetration scans 
of our networks. We also continue to review and 
update our operating practices and policies in 
line with changing technologies and threats. an 
Information Security steering Committee has been 
established to oversee our IT security activity and 
similar to our Internal Fraud working Group this multi 
disciplinary and focuses on the key risk areas and 
the implementation of our policies.
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CommuniCation            
on Progress 
shop direct group is committed to making a 
positive impact on the communities in which we 
operate. 

The majority of our business activity takes place in 
the north of England. Our head office and state of 
the art photographic studio are located in Liverpool 
and we have warehouse and contact centre 
operations in ten northern locations, as well as in 
Newtown and Worcester. around 9,000 people are 
employed across these sites and they all look to us 
to play our part in making the communities in which 
they live, better places to be. 

We take our responsibilities seriously and as such 
have recently undertaken a full in-depth review of 
all our community and charitable activities to ensure 
that they are having the maximum sustainable 
impact possible. 

Following this comprehensive review, we are about 
to launch The Helping Hand Fund, a matched 
giving programme that will help colleagues to set 
the direction for Shop Direct Group’s community 
investment. We have worked with the Charities 
Trust, a national Payroll Giving and corporate 
donation management agency, to develop a fund 
that will give a ‘helping hand’ to colleagues who have 
raised money for eligible, not-for-profit, community 
organisations - up to an individual ceiling limit. 

We also work with the Charities Trust to promote 
payroll giving as a method for our colleagues to 
support charitable giving, currently around 12% of 
them choose to contribute to their favourite good 
causes in this way. 

Our primary charity partner continues to be the 
alder Hey Hospital Imagine appeal which we 
support through employee fundraising and corporate 
donation. We also provide the appeal team with 
a range of our products which they can sell at the 
various fundraising events they hold throughout 
the year. Christmas is an important time to us at 
Shop Direct Group and we were delighted to be 
able to, once again, donate a large selection of toys 
to children who were unfortunately staying in the 
hospital during the holiday period. We also provided 
toys for children staying in Great Ormond Street 
Hospital, London, Kids Co, an organisation working 
with disadvantaged youngsters and local refuge 
Centre 56, to help bring some festive cheer at a 
difficult time. 

In addition, we were delighted to be given the 
opportunity to bring some holiday spirit to soldiers 
serving in afghanistan by working alongside the 
Daily Mirror and SSaFa (Soldiers, Sailors, airmen 
and Families association) to donate a host of 
products, including portable DVD players, wind-up 
radios and games consoles to boost morale amongst 
the soldiers.
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We are proud to be a retail company and we are 
equally proud to be playing a part in creating the 
retailers of the future. We hold corporate enterprise 
days where we invite groups of school pupils 
into our business to give them an overview and 
understanding of how the commercial business 
world works. Children spend a day at our head 
office and gain an insight into the product lifecycle, 
as well as meeting our colleagues from our various 
business areas to enable them to see a variety of 
jobs at first-hand and to discuss career aspirations. 
We also work with John Moores University to offer 
degree level students the opportunity for targeted, 
intense work experience placements varying from a 
few weeks to a year. 

We are enthusiastic members of our local business 
community and Group Chief Executive Mark 
Newton-Jones is a member of the North West 
business Leadership Team, an independent group 
of the most 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. Our Group Chief 
Executive is also a keen public speaker and takes 
part in a number of engagements at universities, 
conferences and key industry events.

We are also active members of the Mersey 
Partnership and the Liverpool Chamber of 
Commerce, organisations tasked with promoting 
the region and attracting commercial and social 
opportunities, making the North West a better place 
to live and work.

as well as supporting the communities in which we 
operate and live, we also support the wider retail 
community through our work with the Retail Trust, 
the only charity offering a range of services to all 
people working in and retired from retail.  We are 
long standing members of the Northern Events 
Committee and recently raised over £40,000 at the 
annual Great Northern ball. The newly-opened Retail 
Trust sheltered housing estate in Salford was fully 
equipped with white goods donated from our product 
range.

as a reflection of our operations across the 
globe, we have committed to supporting Touraid, 
a children’s charity that uses rugby to establish 
sustainable relationships between schools and clubs 
in the UK with similar organisations around the world 
in order to support disadvantaged children. We are 
now working with them to bring a group of children 
from the Mahamek boys Home project in Thailand to 
the UK to take part in a Festival of Rugby to be held 
in September 2010.

The next twelve months will see the further 
implementation of the findings from our community 
and charity review. We will be developing ways of 
targeting key areas of need that will give a greater 
focus to our philanthropic activities, as well as 
introducing a system of measuring the positive 
impact that we make to the 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 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 
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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.

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.



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 
and insurance 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.

overindebtedness 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 will take lending 
from outside sdg into consideration when we 
make any decision to extend a new credit facility, 
increase a credit limit or authorise a sales 
transaction.
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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 indebted consumers. shop 
direct group recognises that it is increasingly 
important during these difficult times to 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. we have 
continued to review this position throughout 
the downturn to ensure that our policies remain 
appropriate as the economic effects change to 
affect different groups of our customers. we 
continue to monitor the credit position of all our 
customers through monthly review of all our 
customers’ credit scores and act accordingly 
where we see evidence of financial stress. in this 
way we seek to avoid exacerbating an already 
difficult situation for our customers as well as 
protecting our business from the bad debt losses 
that have affected many other lenders over the 
past year.

Combating fraud     
and identity tHeft 
sdgfs uses a state of the art fraud management 
system to protect customers against account 
takeover and identity theft. our systems analyse 
every sales transaction and immediately identify 
any activity that does not conform to 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 fourth 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.

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.
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staKeHolder feedbaCK 
on our 2010 CoP
this years report has been 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.”

in process

due 22/07/2010
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