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Customer Care & Complaints Policy
Policy Statement
NAO Services is committed to providing professional, courteous and responsive services and welcomes feedback as an important source of learning and improvement.
All complaints will be treated seriously, fairly and respectfully.
Customer Care Standards
Employees are expected to:
· Be polite and professional. 
· Respect client premises and property. 
· Respond appropriately to enquiries. 
· Maintain confidentiality. 
· Escalate matters they cannot resolve. 
· Avoid confrontation. 
· Represent NAO Services professionally. 
Complaints Process
Complaints will follow the principle:
Acknowledge → Investigate → Resolve → Record → Review
Where possible, complaints will be acknowledged promptly.
The appropriate manager will investigate the circumstances, communicate with relevant personnel and determine the appropriate resolution.
Corrective Action
Where a service failure is identified, NAO Services will seek to correct it promptly.
Where appropriate, this may include:
· Re-cleaning. 
· Supervisor attendance. 
· Additional training. 
· Revised working arrangements. 
· Equipment changes. 
· Staff briefing. 
· Formal corrective action. 
Learning from Complaints
Complaints will be reviewed for trends and recurring causes.
Lessons learned will be incorporated into training, procedures and service improvement.

10. Social Value Policy
Policy Statement
NAO Services recognises that responsible businesses can create economic, social and environmental benefits extending beyond the core services they provide.
We are committed to identifying proportionate opportunities to create additional value for clients and the communities in which we operate.
Employment and Skills
Where appropriate, NAO Services will seek opportunities to:
· Recruit locally. 
· Create accessible employment opportunities. 
· Support people seeking to enter or return to employment. 
· Provide training and development. 
· Develop employees' skills. 
· Support progression within the organisation. 
Local Economic Value
Where commercially and operationally appropriate, NAO Services will consider:
· Local suppliers. 
· SMEs. 
· Responsible suppliers. 
· Community partnerships. 
This can help retain economic value within the areas in which contracts are delivered.
Environmental Social Value
NAO Services will seek opportunities to:
· Reduce waste. 
· Improve recycling. 
· Reduce carbon emissions. 
· Reduce unnecessary chemical consumption. 
· Reduce single-use materials. 
· Improve resource efficiency. 
· Encourage environmentally responsible behaviours. 
Community Engagement
Where appropriate to the scale and nature of a contract, NAO Services will explore opportunities to support community initiatives and engage positively with client communities.
Employee Wellbeing
NAO Services recognises that good employment practices contribute to social value.
We will seek to promote:
· Fair treatment. 
· Safe working conditions. 
· Employee engagement. 
· Training. 
· Wellbeing. 
· Equality of opportunity. 
Contract-Specific Commitments
Where NAO Services makes specific social value commitments as part of a tender, these will be recorded and, where practicable, converted into measurable actions.
Examples may include:
Local jobs created | Training hours delivered | Community activity | Local expenditure | Environmental improvements
Progress will be monitored throughout the contract and reported to clients where required.
Continuous Improvement
NAO Services will periodically review its social value activities and seek opportunities to increase measurable positive impact.
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