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“So in everything, do to others
what you would have them do to you.”
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OUR VISION

Our vision is to provide exceptional customer service that

reflects the love, compassion and truth of Jesus Christ. Every
interaction is an opportunity to demonstrate kindness, integrity
and servant-hearted care, so that every customer feels valued,
respected and treated with dignity.

We believe that every person is created in the image of God
(Genesis 1:27) and therefore has inherent worth. Our
commitment 1s to serve every customer with excellence,
regardless of their background, beliefs, disability, ethnicity,

age, gender or circumstances.
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OUR MISSION

To serve every customer with compassion, humility, honesty

and excellence by following the example and teachings of
Jesus Christ.

Our aim 1s not simply to resolve enquiries or complaints but to
build trust, restore confidence and ensure every customer
leaves feeling heard, respected and genuinely cared for.

As followers of Christ, we seek to glorify God through the way
we serve others.

“Whatever you do, work at it with all your heart, as working
for the Lord.” — Colossians 3:23
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Success in business i
not measured by the
number of sales you make

but by the number of
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Our Biblical Foundation

Our customer service is built upon the teachings of Jesus Christ.

Love God and Love Your Neighbour

Matthew 22:37-40

Jesus taught that the greatest commandments are to love God and to love
our neighbour as ourselves.

This is the foundation of everything we do.

Every customer deserves to experience kindness, patience, fairness and
genuine care.

The Golden Rule

Matthew 7:12

“So 1n everything, do to others what you would have them do to you.”
This principle guides every decision we make.

We ask ourselves:

“If I were the customer, how would [ want to be treated?”

The Teachings of Jesus in Our
Customer Service

1. Love Every Customer
The Good Samaritan (Luke 10:25-37)
The Good Samaritan crossed social and cultural barriers to help someone in
need.
We will:
e Welcome every customer warmly.

Listen without judgement.

Show compassion.

Respect individual needs.

Offer practical support.
e Never discriminate.
Our Commitment

Every customer matters.
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2. Leave No One Behind
The Lost Sheep (Luke 15:1-7)
The shepherd searched for the one who was lost.
We will:

e Follow up unresolved issues.

e Respond promptly.

e Check customers are satisfied.

» Ensure nobody feels forgotten.

e Reach out when communication has broken down.
Our Commitment
Every customer deserves our attention.

3. Restore Relationships
The Prodigal Son (Luke 15:11-32)
The father welcomed his son home with love and forgiveness.
We will:
e Admit mistakes honestly.
» Apologise sincerely.
 Put things right quickly.
e Restore trust.
e Learn from complaints.
Mistakes are opportunities to improve.

4. Be Faithful in Small Things
The Parable of the Talents (Matthew 25:14-30)
Faithfulness begins with everyday responsibilities.
We will:

e Return calls.

e Reply to emails.

o Keep appointments.

e Meet deadlines.

» Keep accurate records.

» Deliver consistent service.

Excellence 1s demonstrated in the small details.
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5. Build on Strong Foundations
The Wise and Foolish Builders (Matthew 7:24-27)
Strong foundations withstand life’s storms.
We will:
o Train staff.
e Improve continuously.
e Learn from feedback.
» Develop clear processes.
e Maintain high standards.
Strong systems create reliable customer service.

6. Show Mercy
The Unforgiving Servant (Matthew 18:21-35)
Jesus taught the importance of mercy and forgiveness.
We will:

e Remain calm.

o Listen carefully.

» Avoid blame.

» Seek understanding.

e Resolve conflict respectfully.
We choose grace over judgement.

7. Lead with Humility
The Pharisee and the Tax Collector (Luke 18:9-14)
True greatness begins with humility.
We will:
o Listen before speaking.
e Admit when we do not know.
e Learn from customers.
» Accept feedback.
» Treat everyone equally.

Humility builds trust.

N
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8. Produce Good Fruit
The Parable of the Sower (Matthew 13:1-23)
Healthy soil produces a healthy harvest.
A healthy workplace produces excellent customer service.
We will nurture:
o Integrity

Compassion

Respect

Teamwork

Accountability

Continuous learning

Following the Example of Jesus

Servant Leadership

Jesus Washing the Disciples’ Feet (John 13:1-17)

Jesus showed that true leadership is serving others.

Every member of our organisation is expected to serve with humility
regardless of their role.

Leadership means helping others succeed.
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The Beatitudes
Matthew 5:1-12
The Beatitudes shape our attitude towards customers.
We strive to be:
o Merciful
Humble
Peacemakers

Compassionate
Honest
Gentle
e Patient

These qualities create relationships built on trust.

Living the Fruit of the Spirit
Our behaviour reflects the Fruit of the Spirit (Galatians 5:22-23).
Every interaction should demonstrate:

e Love

e Joy

e Peace

» Patience

e Kindness

e Goodness

» Faithfulness

o Gentleness

» Self-control
These are not simply values we display; they are qualities we seek to cultivate
in our daily lives through God’s grace.

Accessibility and Inclusion
Jesus welcomed people whom society often overlooked.

We are committed to ensuring everyone can access our services.
We will:
» Make reasonable adjustments for disabled customers.

Copyright: LD innovation & IP Ltd

o



Use accessible communication.

Respect different communication styles.
Be patient with hidden disabilities.
e Remove unnecessary barriers.

e Promote equality and inclusion.
Every customer deserves equal access to excellent service.

Speaking with Grace
Words have the power to heal or to harm.
We commit to communicating with:

» Respect

Honesty

Compassion

Clarity

Encouragement
e Wisdom
o Gentleness
We avoid language that blames, dismisses or humiliates.

Going the Extra Mile
Jesus consistently gave more than people expected.
We seek opportunities to exceed expectations by:

» Following up after enquiries.

Offering additional support.

Explaining information clearly.

Helping customers access other services.

Taking time to understand individual needs.
Small acts of kindness often leave the greatest impression.

Creating a Culture of Grace
Many customers contact us during difficult moments.
Rather than asking,

“What is wrong with this customer?”
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we ask,
“What may this person be experiencing today?”
This mindset encourages empathy, patience and understanding.

Prayer and Dependence on God

As a Christian organisation, we seek God’s wisdom in everything we do.

Staff are encouraged to pray for wisdom, compassion and discernment before
serving customers and making important decisions.

Prayer is never imposed upon customers. Instead, it strengthens our own hearts
so that our service reflects Christ’s love through our actions.

Our Customer Promise
We promise to:
o Treat every customer with dignity.
o Listen carefully.
» Respond promptly.
o Communicate honestly.
o Keep our promises.
» Respect confidentiality.
e Make our services accessible.
e Resolve concerns fairly.
o Learn from mistakes.
o Continue improving.

Our Staff Commitment
Every member of staff commits to:
e Serving with humility.
o Acting with integrity.
e Respecting every individual.
o Working collaboratively.
o Taking responsibility.
e Supporting colleagues.

» Being trustworthy.
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» Demonstrating compassion.
o Reflecting Christ in both words and actions.

Measuring Success
We will evaluate our service through:

» Customer satisfaction and feedback.

o Timeliness of responses.

» Resolution of complaints.

» Accessibility improvements.

o Staff development and training.

e Learning from compliments and complaints.

» Evidence of trust, respect and lasting relationships.
While these measures help us improve, we believe our greatest success is seen
when people leave feeling valued, respected and cared for.

Our Legacy
We do not want customers simply to remember what we did.
We want them to remember how we made them feel.
Our prayer is that every customer experiences:
* Respect.
o Compassion.
e Hope.
e Peace.
» Peace.
e Understanding.
e Kindness.
e Dignity.
e Genuine care.
Whether or not they share our Christian faith, we pray that our actions reflect
the character of Jesus Christ.
By serving with excellence, integrity and love, we hope that others will see

something of God’s goodness in the way we care for them.
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“By this everyone will know that you are my disciples, if you love one
another.” — John 13:35
“Let your light shine before others, that they may see your good deeds

and glorify your Father in heaven.” — Matthew 5:16
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