
 

 

Treating Customers Fairly Policy 

Overview 

 

SK Medical Practice ensures that customers are at the centre of all that we do.  We are fully committed to 
providing the highest standards of customer service and advice. 

Purpose 

The purpose of this policy is to ensure our customers are guaranteed a user friendly, robust, reliable and 
cost effective service. As part of our overall approach we are fully committed to treating our clients fairly 
and as such we endeavour to meet their expectations outlined in our individual Service Level Agreement. 

Scope 

This policy is centred around the guidance provided by MEDCO to ensure that we deliver fair outcomes to 
our customers and take responsibility for the company and it’s employees providing an enhanced service 
quality to all customers, based on cultural openness and transparency.  As a company, we take the 
requirements of MEDCO seriously. 

Details 

1. Customers should be confident that they are dealing with a company where treating customers 
fairly is embedded in the company culture 

2. Customers should be provided with clear information and are kept appropriately informed at all 
times 

3. The service provided is of an acceptable standard 
4. Customers do not face unreasonable barriers to make a complaint 
5. We ascertain the appropriateness of the requested service for all new customers sending 

instructions, ensuring it is in line with MEDCO guidelines 
6. We continually aim to understand the needs of our customers 
7. We keep our customers fully informed in a clear and fair manner that is unambiguous and not 

misleading 
8. We ensure our services are delivered with clarity and transparency and do not contain hidden 

conditions or rely on complex technical definitions 
9. We work hard to ensure that service and risk information remains clear and prominent at all times 
10. In the event that there is a conflict of interest, we will inform our customer as soon as possible once 

we become aware of it 
 

 

 



Exceptions 

None 

None Compliance 

An employee found to have violated this policy may be subject to disciplinary action, up to and including 
termination of employment. 

Related Standards, Policies and Processes 

Complaints Procedure, MEDCO criteria 

 

 


