
This customer relations policy formalises Altyor's commitment to providing the best possible service to its 
customers.

1. PURPOSE

The aim of our Customer Relationship Policy is to:

- Provide accurate information and promotional material about our work and publicise and market our 
work to the widest possible audience.

- Be active in the promotion of customer feedback, listen and respond accordingly and monitor 
standards.

- Provide customers with a consistent level of customer care in order to ensure a high level of satisfaction.
- Provide clarity around complaints and dispute resolution processes.
- Provide clear written guidelines to staff on how to manage customers' expectations.

2. OUR POLICY

Altyor prioritises the effective service of customers and the respectful handling of customer complaints. At 
this end, Altyor regularly monitors the customer satisfaction score.

Altyor commits to the following principles and practices in customer relationship.

Friendly, professional customer interactions

We will:

- Always conduct a respectful relationship in writing, verbally or face to face.
- Listen carefully and allow customers time to explain the circumstances fully.
- Convey a sound knowledge of the business, including its services and guidelines.
- Respect customer privacy and confidentiality, in accordance with our Data Management Policy.

Accurate and consistent information about our services

We take active measures to ensure that we:

- Communicate factually, honestly, and accurately to customers.
- Keep publicly available information about products/services updated.
- Provide a clear explanation of our dispute resolution process.

Prompt and efficient services

- So that we can improve our approach to customer relationship, we:
- Strive to address customer requests within a reasonable timeframe, whether in writing, verbally or face 

to face.
- Regularly review customer service performance.

3. HOW TO REPORT?

Whilst we take great care to ensure that we provide all our services efficiently, courteously and to a high 
standard, we accept that complaints may be made. A complaint is a valid expression of dissatisfaction and we 
will consider it and use it to improve our service standards, however it is made, whether by email, letter, 
telephone or verbally, or via our alert form:

https://altyor.com/csr-commitments/



4. REPORTING

Altyor is committed to monitoring its performance and, to this end, tracks the following indicators:

- Customer satisfaction rate
- Return rate for surveys
- Rate of timely responses to customer complaints

5. SCOPE

This policy applies to all Altyor Group entities and all external stakeholders of the Group.

This policy and associated procedures apply to all staff, including interns, contractors and external consultants 
working for Altyor and in contact, directly or indirectly, with customers.

6. RESPONSIBILITY

The CSR Committee is responsible for defining the customer service policy. The Customer Service 
Department is responsible for ensuring that the policy is properly implemented.

7. COMMUNICATION

This policy is communicated annually to all employees through the company's usual channels, including the 
company's internal rules and intranet, and is presented to all new employees upon their induction. This policy 
is also distributed to external stakeholders and is available on the Altyor website.

8. CONTACT

For more information, please contact Julie Durr jdurr@altyor.com or send an email to contact@altyor.com.

9. REVIEW HISTORY TABLE

This Policy is reviewed annually or in the event of a change in related government policy or significant changes 
in company operations.

This Policy was last approved on January 3, 2023 by Yanis Cottard, President of the Altyor Group.
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