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Customer Service Policy

Mission statement

“Striving to be the area’s market leader in education recruitment and the employer
of choice by ensuring all staff feel valued.”

Introduction

The purpose of this policy is to set out the standards of customer service expected from all employees
and to ensure a consistent, professional and responsive service for schools, candidates and third parties.

Principal Resourcing Customer Service Policy Statement

Principal Resourcing is a member of the Recruitment and Employment Confederation (REC) and is committed
to upholding its Code of Professional Practice. We aim to provide the highest possible standard of service to
our customers who are both schools and education professionals. Our team continually develops new
initiatives to remain competitive within the marketplace and to ensure that we continue to be a forward-
thinking company at the forefront of staffing provision for schools. For candidates, we provide a personalised
service delivered by an experienced team of consultants with specialist knowledge of the key areas of
education recruitment. Our ethos is centred on recognising the value of long-term partnerships with both
schools and candidates, while consistently striving to deliver the highest possible level of service.

Internal Customer Service Expectations for Staff

It is essential that all staff follow the company’s customer service policy and any related processes. All staff
are expected to have the necessary skills to deliver a high standard of customer service before appointment
and must demonstrate these skills during the interview process and throughout their employment. All staff
are made aware of our customer service procedures, which are reinforced during induction and through
regular continuing professional development. We take pride in the high standard of service we provide, and
this is a fundamental requirement of every role within the company.

Principal Resourcing Standards for Good Customer Service

1. Approach every interaction positively and professionally, helping customers feel welcomed,
reassured and supported.

2. Ensure bookings and queries are dealt with promptly, accurately and professionally.

3. Ensure the registration process is efficient so candidates are cleared and provided with work as soon
as possible.

4. Provide regular education sector knowledge and updates to clients and candidates, where
appropriate.

5. Strive to exceed the service standards offered by other agencies.

6. Listen carefully to customers, ask appropriate questions and clarify any points where further
understanding is required.

7. Remain courteous, respectful and professional at all times, demonstrating that customers and their
work are valued.

8. Act with honesty, reliability and integrity.
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Answer incoming calls within three rings wherever possible and respond to emails in a timely
manner.

Work proactively to build long-term relationships with clients and candidates.

Treat customers with empathy and understanding, recognising their individual circumstances.
Respond promptly and accurately, making customers aware of expected timescales and aiming to
complete tasks correctly first time.

Be dependable and demonstrate that services can be delivered on time and to the agreed standard.
Clearly explain processes and procedures so customers understand what to expect.

Ensure information is accessible and that customers can submit and follow up on requests
effectively.

Demonstrate expertise and show customers that they are receiving knowledgeable, informed
support.

Anticipate customer needs by developing a strong understanding of each customer and their
requirements.

Explore all appropriate options to identify practical solutions that support the customer.

Ensure every interaction is handled well by building rapport, recommending appropriate actions and
agreeing next steps.

Follow up where required to confirm that customer needs have been met.

Take ownership of mistakes with humility. Apologise, accept responsibility and work promptly to
resolve the issue.

Recognise that strong relationships matter; our customers’ success contributes to the success of the
business.

Deal with complaints, safeguarding issues, pay queries and other important matters quickly,
thoroughly and sensitively.

Measuring Customer Service

As a company, we regularly review the level of service we provide to both candidates and clients. We do this
through:

Service questionnaires issued to candidates.

Service questionnaires issued to clients.

Candidate feedback reviews issued to clients.

Long term assignment candidate reviewed issued to clients.

Registration experience questionnaires completed by candidates.

Verbal feedback gathered during regular catch-ups with candidates and clients.

Principal Resourcing is committed to continually improving the quality of service delivered to schools,
candidates and colleagues, ensuring every interaction reflects our values of professionalism, integrity and

care.

Complaints

Principal Resourcing aims to resolve complaints and appeals fairly, promptly and appropriately wherever
possible. All such matters should be directed in the first instance to the relevant department. A copy of our
complaints policy is available upon request.
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