
Complaints Policy Statement

Stanford & Green aims to provide a good standard of services for its clients, customers and for others with 
whom it may come into contact.

Stanford & Green recognises the need for a fair, accessible, open and accountable process that encourages 
clients, customers and others to make their views known, to make complaints which will be taken seriously 
and for a process that facilitates a timely response leading wherever possible to a satisfactory resolution.

This policy covers complaints made by clients and customers of Stanford & Green, from other individuals 
and from external organisations.

The Complaints Policy aims to provide a consistent and positive approach to complaints handling, to 
deliver satisfaction to the client or customers and for others who may complain and to use the experience 
as an aid to improve service delivery.

Scope & Implementation

This policy covers complaints made by clients and customers of Stanford & Green, other individuals, 
external organisations or groups. The policy applies to all Stanford & Green services and activities. It is the 
duty of Stanford & Green’s directors, managers and staff to ensure the policy is implemented and followed.

Definitions

A complaint is defined as any expression of dissatisfaction, whether oral or written, and whether justified 
or not, from or on behalf of a Stanford & Green client, member of the public or local community, external 
organisation or group or other interested party and related to Stanford & Green’s service provision 
or other activity, the management of its premises or its clients. A complainant is anyone who makes a 
complaint. This applies to individuals, organisations or groups. Complaints may be internal or external. 
There is a separate policy and procedure for complaints or grievances for Stanford & Green staff.

Monitoring, Evaluation & Review

Periodic auditing of the organisation’s complaints process and complaints handling performance will take 
place as a part of the quality assurance and compliance function. An analysis of complaints received and 
complaints resolved will be compiled and regularly reported to Stanford & Green’s Performance and 
Monitoring Committee. 

This policy will be reviewed on a bi-annual basis.
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Ethics Policy Statement  
 

It is the policy of Stanford & Green to operate an Ethical Management system designed to ensure that 
the company conducts its business in an ethical manner which not only meets the requirements of the 
law but also maintains the highest standards of morality and honesty in the pursuit of its everyday 
business activities.  

The company fully recognises and understands its obligations to carry out its business affairs in an 
ethical manner and has appointed the Directors as the representatives within the organisation who 
have the overall responsibility for all matters relating to the ethics of the company. The company 
manager is responsible for ensuring that the company ethics policy is upheld on a day to day basis.  

Whilst the Directors of Stanford & Green will do all that is within their power to ensure the company 
maintains ethical business practices, it is recognised that it is the responsibility of each and every 
individual member of staff to act in an ethical and honest manner. It is the duty of each employee to 
ensure that they follow these high standards of honesty and integrity and to report any situation which 
they consider may impinge on the ethical behaviour of the company.  

The manager of Stanford & Green will provide employees with all training and support as may be 
necessary to carry out their tasks honestly and ethically. However, if an employee is unsure how to 
perform a certain task or feels it would be detrimental to the ethics of the company to perform a 
specific job then it is the employee’s duty to report his concerns to a manager or director.  

Stanford & Green will not place business with any particular supplier nor exclude any other from 
providing goods or services on the grounds of favouritism or preference based on any consideration 
other than good value, service and a proven ability to meet its high standards and specifications.  

Stanford & Green’s Ethical policy will be continuously monitored and updated as and when changes 
in the scale and nature of our operations occur. The policy will be reviewed and updated at least 
annually. 
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