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Introduction
This policy identifies and describes the approach of Arnold Jones Associates
Design Limited to delivering an exceptional quality of customer care.

Aim
The aim of our Customer Care Policy is to understand what our customers need, and to develop

and improve our service offering around the expectations of our customers.

Principles

We must never lose sight of the fact that we are a customer focused agency. Being customer
focused means that all of us must seek to understand and respond to the needs and expectations
of customers. We must ensure that services will be designed around the needs of customers, by first
identifying what customers want from our marketing services, and then attempting to not only

deliver on those needs but exceed their expectations.

It Is Crucial For The Continued Growth Of The Company To Retain Its Reputation
As A Customer Focused Organisation Providing Real And Well Considered
Marketing Solutions.

Embracing The Principles

Each member of the team, whatever their role, is responsible for implementing these principles;
The management team believe in each member of the team and accordingly give them the
responsibility to take ownership of their work and the queries and comments that go with this.

The team member will seek to resolve queries at first contact.

Good customer care can be delivered by adopting the following principles:

« prioritising customer satisfaction as the key to the company’s success;

« treating all customers and suppliers, as well as our fellow team members, as we would want to be
treated ourselves;

+ using appropriate methods and styles of communication, choosing face to face communication
where appropriate and not becoming reliant on e-mails.

+ challenging each other when poor customer care is identified;

+ being open to being challenged about customer care;

+ owning problems when we hear of them and following through actions to ensure they
are resolved;

dealing with enquiries as quickly and efficiently as possible;
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+ responding to messages as soon as possible;
+ keeping our promises;

+ keeping people informed.

Policy Implementation

The success of the company, to date, is derived from a natural culture of customer care. The
implementation aims to formalise and give some structure to the processes and procedures of
this policy. It will be lead by the management team through regular communication and their day
to day activity.

Recruitment

To build on the excellent standards of customer care that are currently evident within the
company, it is crucial that during any interview process applicants must be tested as to their
level of customer care awareness and eagerness to deliver a customer focused service.

Training
All staff will receive customer care training on an ongoing basis. This will take the form of informal
internal discussions, with honest and practical debate along with necessary role-plays if a specific

training need is identified.

The management team are keen to impress that team members must continually consider
customer care issues during their day-to-day work and not just when in the training environment.
Additionally, any concerns in relation to this matter are voiced in the appropriate manner as and

when the concern is raised - not just during team meetings and appraisals.

Setting the Standards

The following specific customer care standards will be adopted by all of the team:

+ all written communication will be in a plain, concise language. If foreign languages are an issue,
the management team should be notified;

+ all letters will be responded to within five working days and all e-mails within one day, giving
appropriate information in an acceptable corporate style, giving appropriate contact details;

+ all telephone calls will be answered within five rings, using the agreed Company style;

+ all visitors will be personally greeted and made to feel welcome;

+ all complaints will be acknowledged within one working day;

+ customers will be provided with appropriate information to ensure they can contact the right
team member who can deal with their enquiry;

+ all team members will be helpful and where possible will deal with the enquiry at first contact;

+ all team members will be courteous and respectful, treating all customers fairly at all times.
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Monitoring
. . . . J
Each team member will be continually monitored by the management team as to their customer care
L . . o N ARNOLD JONES
abilities and any training issues will be dealt with on an ongoing basis as well as the annual review during

the appraisal process.

Equality and Diversity
The Company is committed to the promotion of equality of opportunity for all employees irrespective of

race, sexual orientation, disability or religion. We are further committed to the eradication of all forms of
unlawful and unfair discrimination.
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