
CUSTOMER SERVICE POLICY



Eight Engines is committed to ensuring that customer service excellence is 

an integral part of the planning, resourcing, and delivery of all services. Our 

customers are all the people we come into contact with in connection with our 

delivery of works. This includes businesses and organisations in the private 

sector, public sector and third-party sector, ranging from large blue-chip 

corporations and small-medium enterprises. 

When customers access our services, they will receive consistently excellent 

standards of customer service and this policy reiterates key principles that 

all employees must adhere to. Whilst this policy is concerned with service 

standards, Eight Engines has a specific policy for dealing with compliments, 

concerns and complaints which is available via our Complaints Policy. The 

Complaints Policy guides customers through the processes for passing on a 

compliment about a service, expressing a concern or suggestion about a service 

and when a customer is dissatisfied with a service, the process to follow to make 

a complaint.

1.

When customers contact Eight Engines, we will:

Identify ourselves;

Be helpful and courteous;

Be professional and positive;

Be well informed, so that we are able to help;

Be effective in listening and responding;

Be fair and support individual needs.

Providing quality services in a friendly, efficient and helpful way; we will 

continually strive to improve services by ensuring excellent communication 

and a positive attitude towards customers;

Treating each person as an individual – respect for diversity and, in turn, 

having the flexibility to adapt behaviour and actions in a way that is 

appropriate for the individual; 

Treating people with dignity, respect and courtesy 

Giving information about what is available and providing an explanation if 

a service is not available.

Customer service is a key priority for 8E and means:

8E encourages customers to contact us through digital channels such as the 

website. These access channels continue to develop and will enable contact 

to become simpler and more efficient. We recognise that digital access does 

not suit everyone, so customers can contact ourselves through various other 

channels (as below):



2.

Digital
We will acknowledge correspondence (e.g. e-mails, website enquiries and 

Tweets) within 24 hours (Monday – Friday); 

We will respond to digital correspondence as quickly as possible;

We will guarantee a response within 10 working days;

We will respond in the language and format of the original communication

Letter
We will respond to letters within 10 working days of receipt;

We will respond to the correspondence in the language of the original 

communication;

We will meet the needs of customers with visual impairment, through the use 

of Braille, large print or other specialist services.

Telephone
We will answer telephone calls within 30 seconds;

We will deal with telephone calls in English

We will offer access to an alternative system (e.g. language translation 

services) if customers have additional requirements Face to Face

We will greet customers within 5 minutes of their arrival at our building / event;

We will offer an appointment where this may be more appropriate, 

responsive or efficient

We will make arrangements for customers who have specific requirements 

e.g. interpretation service, British Sign Language.

A service level agreement for the work we complete upon request 

A primary and secondary contact 

Access to our secure open communication systems when working with us 

First class customer care 

Director level contact details to raise any potential issues 

Eight Engines will always ensure every client receives: 

Providing annual training for employees on how to look after clients, how 

to respond to queries, complaints and issues and how to work within our 

standard customer service level agreements 

Responding to telephone calls within [24 working hours maximum – Monday-Friday] 

Responding to emails within [24 working hours maximum – Monday-Friday]

Eight Engines endeavor to look after their customers by:



3.

A service level agreement for the work we complete upon request 

A primary and secondary contact 

Access to our secure open communication systems when working with us 

First class customer care 

Director level contact details to raise any potential issues 

Eight Engines will always ensure every client receives: 

Providing annual training for employees on how to look after clients, how 

to respond to queries, complaints and issues and how to work within our 

standard customer service level agreements 

Responding to telephone calls within 24 working hours maximum – Monday-Friday

Responding to emails within 24 working hours maximum – Monday-Friday

Eught Engines endeavor to look after their customers by:

Review client queries, complaints and issues in weekly management 

meetings, and personally address these issues within 24 hours

Implement effective systems for ensuring all queries are logged in an 

effective manner 

Ensure all staff are fully trained on these systems

Ensure staff complete the quality procedures in place for the company

Request feedback from customers to rate the customer service skills of our 

staff to implement continuous improvements going forward

The management team at Eight Engines endeavor to: 



4.

For more information on this policy, 
please contact:

Name: Jack Leigh 

Position: Director

Email: info@eightengines.com


