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Customer Care Policy

Every employee of Cornerstone has the ability to impact the perception of our business by our customers, and therefore has a
crucial role to play in maintaining our reputation and standards, and ensuring customer perception of Cornerstone is consistently
positive.

The objectives of our Customer Care Policy, to which all employees must therefore adhere, include:

e Customer Care is to be integral to all services provided by Cornerstone, with the term ‘customer’ defined as our clients, their
customers, all other service stakeholders, our supply chain and our own internal colleagues.

e All employees will treat customers with courtesy, honesty and complete professionalism at all times, considering the rights of
every customer to equality of access to services, privacy, dignity and respect.

e To recognise high standards of customer care, and to measure, report and improve customer care across all services,
contracts and areas of our operations.

e To identify, accommodate and protect vulnerable customers as far as reasonably possible, ensuring all customers receive an
equal service.

It is the responsibility of every Cornerstone employee to strive to achieve these objectives in all operations.

Actions
Cornerstone will take a number of actions to ensure that our employees are supported in achieving these objectives:

e Review and update our Customer Care policy on no less than an annual basis, ensuring this remains in line with best industry
practice. The policy will then be cascaded to all staff, read and understood, and immediately implemented.

e  Give customer care a high priority in our business, including it as a topic for discussion at board and management meetings
and ensuring responsibility for this area is assigned to a senior manager.

e  Ensure the resources are available within our business for the delivery of high levels of customer care, including the
accommodation of vulnerable customers with special needs.

e  Provide Customer Care training for all employees, ensuring that they possess the skills and knowledge to deliver a
consummately professional service.

e  Provide a clear and accessible route for stakeholders to comment on our services, recognise this feedback and ensure that it is
incorporated into our processes and procedures wherever appropriate.

e Regularly monitoring customer care standards, such as through the analysis of satisfaction survey returns and comment/
compliment/complaint rates, to ensure a positive trend and to identify opportunities for continuous improvement.

e Recognise and reward positive examples of customer care from within our workforce, thus reinforcing the importance of
employee professionalism and encouraging its proliferation.

It is the responsibility of our Board to review this policy and our Customer Care procedures and to implement change throughout
our business as required.

Our Commitment to our Customers
Cornerstone makes the following commitments to our customers:

e They will receive a service standard that is known, agreed and clearly communicated
e Their feedback will be listened to, acknowledged and acted on

e They will benefit from a service that evolves with their changing needs

e  They will receive a quick and professional response to complaints

e Their queries will achieve a response within a clear and appropriate timeframe

e They will benefit from a consistently proactive approach to customer care

It is the responsibility of all Cornerstone employees to uphold these principles.
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