
Our Approach

Our aim is to meet or exceed our customers’ expectations of Next as a company and 
the products we sell by ensuring our products are:

 • Excellent quality
 • Safe, functional and fit for their intended purpose
 • Sourced and produced responsibly 
 • Free from harmful substances
 •  Fully compliant with all legislation and our own standards and technical requirements 

where these go beyond legislation

Product Safety and Legislation Compliance

Working closely with our buyers, designers and suppliers, our team of specialist 
technologists is responsible for ensuring all products sold by Next are safe and comply 
with relevant consumer legislation. They are responsible for ensuring our suppliers meet 
the required safety and performance standards detailed in our product specific technical 
manuals. Where necessary, we work with and use the expertise of independent safety 
specialists to ensure the products we sell achieve the required safety and performance 
standards. Suppliers to Next have direct access via our online supplier portal to our full 
range of technical manuals and quality, safety, ethical and environmental standards and 
requirements.

To have visibility and monitor the development of both new legislation and changes to 
existing legislation at a United Kingdom, European and global level, we work closely with 
trade associations, British Standards and government departments and contribute to 
and support legislation development by giving our views and ideas. We are members of 
different industry committees and groups, such as British Standards Institute Technical 
Committees and the British Retail Consortium Member Groups, and through these we 
are able to participate with other stakeholders in policy debates, to contribute to their 
development, and ensure Next product is compliant with relevant legislation.

Responsible Sourcing

We use a large variety of raw materials in our products and our aim is to ensure these 
materials are sourced and produced sustainably and responsibly. The increasing 
complexity of supply chains means traceability can be challenging and we recognise the 
need to work closely with our suppliers to understand where the principal raw materials 
used in our products come from. Our principal raw materials are cotton, wool, cashmere, 
celluloses (such as viscose), leather and timber. Polyester is also a principal raw material 
for Next, but is not associated with impacts requiring greater traceability such as water 
and land use. We have started to map our supply chain focussing on these principal raw 
materials, and plan to complete this by 2020. We will provide updates on our progress in 
future reports.

We dispatch products 
to 72 countries
including the UK

4.6 million active global 
Directory customers

360,000 average
transactions per day 
across Retail and
Directory

Over 30,000 product 
lines sold across Retail 
and Directory

We undertake 12,500 
customer experience 
visits each year in our 
stores
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Customer Service

However our customers choose to shop 
with Next, we must be welcoming, safe 
and accessible to all. Maintaining good 
relationships with our customers, who 
are demanding better value for money 
with no compromise on the product 
choice, quality and service they expect 
from us, continues to be a key priority 
for the business. Customers contact us 
to resolve enquiries and issues in relation 
to our products, operations, policies or 
the service we provide and we believe 
that we have a robust procedure in place 
to monitor, evaluate and respond to 
customer feedback, where necessary.

The Customer Services team 
works closely with relevant internal 
departments (often including senior 
management) to ensure the customers 
enquiries and issues are fed back to 
the business. Teams can then use the 
findings alongside other data, such as 
returns information, to review how a 
product or service can be improved, or 
identify possible problems that need 
further investigation.

We undertake an active programme of 
market research and direct customer 
contact to measure what our customers 
think of Next and to better understand 
and respond to their needs and opinions. 
We carry out interviews and gather 
feedback through customer satisfaction 
surveys and also carry out accompanied 
store visits and discussion groups. In 
addition, we also conduct customer 
experience visits to our stores on a 
regular basis. Using all of the resulting 
information gathered through these 
different programmes our management 
teams review, develop and aim to 
improve our overall service, and we 
continue to work to achieve our aim of 
meeting or exceeding our customers’ 
expectations of Next.

Focus 4: Product Safety

It is essential all our products are safe to use, have been made in a safe environment and 
are fit for purpose. Our product safety standards are based on legislation and compliance 
requirements to satisfy our customers’ expectations. Technologists in our Product teams 
work closely with our suppliers to provide expert guidance to ensure the right materials 
are chosen to manufacture high quality, durable products in factories with robust product 
safety processes. Our technologists from Head Office and our global sourcing offices visit 
our suppliers to monitor production, and all products are inspected upon receipt into our 
UK warehouse to ensure they meet the requirements of our business. 

Find out more about how we work to ensure our products are safe

Focus 5: Legislation Compliance - Restricting Hazardous Chemicals

All our products contain chemicals in one form or another. Whilst the majority of 
chemicals are harmless, it remains a key area of focus that our products do not contain 
chemicals which could be harmful for our customers, the workers who make our products 
or the environment, particulary in the countries where our products are made, but also 
where they are sold and eventually disposed of when the customer no longer wants 
them. Therefore, Next have strict Restricted Substance Standards (RSS) which state the 
limits for harmful chemicals used in or during the manufacture of our products. The RSS 
forms part of our technical requirements for the products manufactured by our suppliers.

Find out more about our Restricted Substance Standards 

Focus 6: Responsible Sourcing of Raw Materials

We source products from 41 countries around the world, and those products are made 
from a large variety of raw materials. Our aim is to ensure these materials are sourced and 
produced sustainably and responsibly. Making improvements in supply chain traceability 
and transparency is a key focus for Next and we are working closely with our suppliers in 
different parts of the supply chain to understand where the raw materials come from and 
to identify where we can support improvements in the supply chain.

Find out more about how we are working to source responsibly
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