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CORPORATE SOCIAL RESPONSIBILITY POLICY

Market Place 

Martindale’s plays an active role in ensuring full compliance with all relevant laws and regulations.  
Throughout the organisation there is active promotion of awareness and understanding of a variety of policies aimed at protecting the interests of our customers and monitoring of compliance with these policies.  

It is expected that the business will adopt measures to ensure full compliance with relevant laws and regulations.

The areas covered by these policies include:

· client confidentiality and handling of sensitive information

· health and safety  
· complaints process
· environmental issues
· treating customers fairly

Complaints Process

We comply fully with Financial Services Authority regulations on dealing with complaints. As we constantly seek to reduce complaints, trend and root cause analysis are used to identify any issues.

Treating Customers Fairly

We take our commitment to customers very seriously and policyholders will always be treated with fairness and respect. To demonstrate our continuing commitment to customers we have published a 'treating customers fairly' policy:
We believe that treating customers fairly and paying due regard to their interests has the following benefits:

· A first class claims service for customers.

· Suppliers can be measured against common standards.

· Staff will become better able to fulfil their day to day duties.

· Through exceptional service delivery Martindales will be recognised as a fair service provider.

In summary we believe that conforming to the principle of treating customers fairly will benefit not only customers, but also our staff and the business itself.

We will therefore ensure that the needs and requirements of customers will be taken into account in all that we do.

Also as a responsible organisation, the company is committed to a transparent and ethical approach to pricing and service quality.

Workplace 

Martindale’s fully recognises that the ultimate source of the value in the organisation is its employees.  The company is therefore committed to treating its employees with fairness, respect and integrity.

We have in place a set of policies relating to the treatment of employees which are designed to cover the following areas:

Recruitment

We endeavour to recruit the person who is most suited to the particular job and operate a “right person right role” approach. Recruitment will be solely on the basis of the applicant's abilities and individual merit as measured against the criteria for the job. Qualifications, experience and skills will be assessed at the level that is relevant to the job.

All vacancies will be posted on notice-boards throughout the Company and placed on the Company intranet. Existing employees are encouraged to apply for vacant posts if they have the appropriate qualifications, experience and skills.

Before embarking on the process of recruitment, an up-to-date job description for the post and a clearly drafted employee specification are prepared. The job description will describe the duties, responsibilities and level of seniority associated with the post, whilst the employee specification will describe the type of qualification(s), training, knowledge, experience, skills, aptitudes and competencies required for effective performance of the job.

We are committed to applying our equal opportunities policy at all stages of recruitment and selection. Short listing, interviewing and selection will always be carried out without regard to gender, sexual orientation, marital status, colour, race, nationality, ethnic or national origins, religion or belief, age or trade union membership.

However, the Employment Equality (Age) Regulations 2006 allow employers to decline to recruit applicants who are over the employer's normal retirement age where this is 65 or above (or, if the employer does not have a normal retirement age, the age of 65). Employers can also decline to recruit applicants who are within six months of this age on the date of their application. The Company therefore reserves the right to reject applicants who are aged [64½] or over.

Furthermore, any candidate with a disability will not be excluded unless it is clear that the candidate does not meet the minimum criteria outlined in the employee specification. Reasonable adjustments to the recruitment process will be made to ensure that no applicant is disadvantaged because of his/her disability.

Line managers conducting recruitment interviews will ensure that the questions they ask job applicants are not in any way discriminatory or unnecessarily intrusive. The interview will focus on the needs of the job and skills needed to perform it effectively. A record of every recruitment interview must be made and passed to the HR department where it will be retained for a suitable period of time. 
It is the Company's practice to carry out vetting of employees and we will therefore seek the successful candidate's consent for us to carry out the following checks - identity, financial, address, references and qualifications. 
All job applicants are protected against discrimination on grounds of sex, marital status, race, disability, age, sexual orientation and religion or belief throughout every stage of the recruitment process. Any candidate who is treated in a discriminatory way at a selection interview, or who is rejected for employment on grounds related to gender, race, etc may bring a complaint of discrimination to an employment tribunal, provided that the claim is lodged within three months of the date of the alleged discriminatory act.

The Sex Discrimination Act 1975 now contains express provisions prohibiting discrimination on the ground of pregnancy or maternity leave. These provisions lay down in statute the principles previously outlined in case law.

Under the Data Protection Act 1998, an individual has the right to request access to any personal information held about him or her in a manual or computer-based file. Thus a job applicant (whether successful or unsuccessful) may submit a request to an employer to which he or she has applied in respect of access to any file containing data about him or her, for example interview notes. Individuals who present a valid written request must be given copies of the relevant data in permanent form within 40 calendar days.

Equal Opportunities

Martindale’s aspires to have a diverse workforce, which has the skills and understanding to provide a quality service to all our customers. 
We commit ourselves to achieving fairness and equality in both employment and dealing with our client’s customers. We will achieve this by ensuring that no job applicant, worker colleague or customer receives less favourable treatment or consideration through age, disability, race, religious belief, gender, sexuality or any other individual characteristic which may unfairly affect a person’s opportunities in life. 
To enable us to comply and ensure we practice the above policy we all undertake to abide by this simple doctrine:

All applications for employment will be considered fully and fairly with the position being offered to those applicants whose abilities fit and match the requirements of that particular position.

We will assist and provide support where viable to all of our work colleagues to enable them to realise their full potential; by ensuring that they receive fair and equal consideration of their training and career development needs and opportunities for advancement. 

In addition the company will ensure that all work colleagues have an understanding and tolerance towards other individuals and that any harassment or offensive behaviour towards others will not be tolerated.

Where we see a need whether perceived or reality, we shall modify our employment policies, customs, practices and procedures to reduce or remove barriers experienced by members of under represented and or disadvantaged social groups, in either seeking or continuing their employment with the company. 

The company undertakes to maintain records in recruitment, training and other areas of employment for example, Health and Safety. Where required the company may use this information as a means of identifying areas for improvement in relation to aspects of equality.

We will provide sufficient training and support to meet all our work colleague’s needs in recognising and discharging their responsibilities within the equal opportunities procedures and for contributing to the success of the company’s overall employment strategy and business goals.

For those work colleagues charged with the task of recruitment and selection procedures, the company will provide the identified training and support where required.
The company will regularly review all recruitment, selection, client facing, training and promotion procedures to ensure that they are fair to allow us to remain a people focused organisation. 
Asylum and Immigration 
With regard to the Asylum and Immigration Act 1996, only section 8 applies; Restrictions on Employment.

To ensure that we comply with section 8, we ensure that, all applicants are advised that before starting work, we request that the job applicant produces documentary evidence, as per Home Office guidelines, indicating that he or she has the right to work in the UK. 

In addition, documentation is checked to ensure it relates to the job applicant. Copies are kept for the duration of the person's employment and for six months after the termination of employment.
Work Life Balance & Flexible Working Practice
We do respond to any requests from employees for Flexible Working as we are legally required to do. 

In relation to Work Life Balance, most of the practices such as Flexible Working, Time off in Lieu, Core Hours, Flexible Holiday Entitlement, Enhanced Maternity, Paternity and Adoption leave, and Career Breaks etc, are in operation however at this stage some of these practices are not formalised in policy format.
Training and Development 

This policy has been developed in line with the Company's overall vision and strategy and reflects a belief in the need to develop all permanent and temporary employees, whether employed on a full-time or part-time basis. It is based on the following principles:

· The Company regards its workforce as an asset as well as a cost, and believes that it should invest appropriately. 

· The Company believes that all its employees have the potential to grow, both in their work role and personally, and it shall endeavour to provide opportunities for this growth. 

· The Company considers it appropriate to base such training and development opportunities on the requirements of the business, and decisions about investment in staff training and development will be made accordingly. 

· The Company believes that responsibility for training and development should be shared between the Company and its workforce. 
· The Company will ensure that appropriate procedures are in place to plan, deliver and evaluate training and development activity. 

· The Company wants to empower its staff members to take some ownership of their own development, with support from their managers and the Company as a whole. 

· The Company believes that its line managers have a key role to play in helping people to develop. 

· The Company works within recognised good practice guidelines, such as the national standard of Investors in People, to ensure that both the quality and quantity of training and development is relevant and 'fit for purpose'. 
· The Company regularly reviews its overall level of investment in staff training and development to ensure that adequate and appropriate resources are provided. 
· The Company plans its training and development activities in line with industry standards, and therefore maintains relationships with relevant bodies, such as Sector Skills Councils. 
The Company provides a wide range of training and development opportunities for staff which fall into four broad categories:

1. 
Programmes relating to the enhancement of skills for an employee's current position -

These include internal and external courses providing technical training, for example on the use of software packages, and specialist training relating to the skills that employees require for their job. 

2. 
Programmes leading to a professional or academic qualification -

The Company encourages employees who wish to do so to pursue continuous professional development and where appropriate to gain further qualifications. 

3. 
Programmes that have a specific management or supervisory focus - 
These include internal and external courses on manager development, supervisory skills for line managers, and leadership development programmes. 

4. 
Health and safety training -

This includes courses in manual handling, risk assessment, fire safety, first aid, and food and hygiene regulations. 

Decisions on the suitability and applicability of programmes will be determined through the performance review process, during which individual training and development needs are identified within a personal development plan. Progress on the acquisition of new skills and knowledge will be monitored throughout this process.

Health and Safety  

The company recognises and accepts that it has a responsibility as an employer under the Health and Safety Act 1974, and the Management of Health and Safety at Work Regulations 1999, to provide a safe and healthy environment in which to work.

We will provide the necessary safety equipment, protective clothing and systems of work for all our employees and will provide them with such information, training and levels of supervision required for them to undertake their tasks safely.

We will also try to eliminate or reduce the likelihood of violence at work because it can impair morale amongst employees and give a poor impression of the business.

We also accept that we have a responsibility for the Health and Safety of our customers and other people who may be affected by our activities.

We will take all reasonable steps within our power to meet the above responsibilities and pay particular attention to the provision and maintenance of:

· Documented safe systems of work

· To provide adequate control of the heath and safety risks arising from our work activities.

· To consult with our employees on matters affecting their health and safety.

· To provide and maintain safe plant and equipment.

· To ensure safe handling and transportation of substances, that may be harmful or hazardous. We are aware of the legal requirements of the COSHH regulations

· To provide information, instruction and super vision for employees
· To ensure all employees are competent to do their tasks, and to give them adequate training.

· To prevent accidents and cases of work-related ill health.

· To maintain safe and healthy working conditions whether within the company or on site.

Environmental 

We recognise that all companies have an impact on the environment and that as a responsible supplier to the Insurance Industry, Martindale’s has a clear responsibility to manage this impact as effectively as possible.  
We will perform all our operational activities in a manner that balances cost effectiveness, quality, environmental considerations and the views of our Community, Regulatory Bodies, Employees, Customers, Suppliers and Other Interested Parties
Objectives
· Minimize the impact of raw materials used and through repair rather than replacement.

· Continue with our recycling initiatives.

· Monitor and minimise energy consumption in our offices, production facilities 

and on site.

· Comply with all current environmental legislation.

· To dispose of all electrical items in compliance with the Waste and Electrical and Electronic Equipment (WEEE) Directive (2002/96/EC). 
 

Community 

Martindale’s Limited takes its responsibilities to the wider community seriously and believes that the success of our organisation is affected by the well being and prosperity of the communities to whom we serve.
The company has previously provided sponsorship opportunities and its employees are regularly involved in fund raising for charity. 
