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Customer

Policy statement
We work with our clients and other stakeholders to deliver great customer service. We recognise the difference between our business clients, and the customers who are the end users of the service.
In many cases, we represent our clients through the work we undertake, and delivering great customer service is a fundamental output of that service.
The varied work undertaken across our Group means great customer service is most effectively managed and delivered at business level.
We should all recognise the specific factors impacting our clients' customers and their needs within each sector.
We must ensure, where necessary, we have policies and procedures that:
· Recognise the customer as the end user of the infrastructure supported
· Set out objectives and actions to achieve great customer service.

Who is this for? 
· All people employed within a Group business in any capacity and at any level of seniority.
· All third parties and supply chain partners who perform services for and on behalf of M Group ltd.  
· These parties are expected to abide by this policy or have equivalent policies in place.

Group business obligations
Each Group business will:
· Have policies and procedures in place that support delivery of great customer service
· Provide suitable and sufficient resources to enable the policy to be implemented
· Provide employees with adequate training, information, and instruction to ensure they can act effectively
· Be able to demonstrate compliance with this policy.

Related policies / procedures / codes of conduct
· Customer charter  
· Customer strategy documents
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