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Equality Of Service Delivery Policy 

 1. Policy Statement 
Policy 
Total Reclaims Demolition Ltd (the Company) is committed to equality of opportunity in the provision of 
services. We aim to create the best possible quality of service to our Clients by delivering the highest 
quality service without discrimination. 
Our commitment through our Health and Safety, Environmental, Quality and Equal Opportunities and 
Diversity Policies is to ensure our Clients and others who may be affected by our works activities (service) 
are at the centre of our actions and that we must deliver the highest quality service possible within the 
resources at our disposal.  
We seek to ensure that in delivering these services they are provided in a fair and equitable manner.  We 
want our services to be accessible and useful to everyone, regardless of age, disability, gender, race, 
national origin, sexuality, or any other factors which may cause disadvantage.  We will not tolerate any 
practices that result in the provision of a lower standard of service to any group or individual because of 
unfair or unlawful discrimination. 
 
Aims and Objectives of the Policy 
The primary aim of this policy is to ensure that the Company provides services in a fair and equitable 
manner.  To ensure this aim is achieved, the specific objectives of the policy are to: 
• achieve greater consistency in the Company’s approach to equality in the delivery of all its services; 
• promote the development and design of services that are sensitive to the requirement of our Clients 
• ensure that all employees understand what equality in service provision means; 
• ensure that Client complaints/queries/comments are dealt with in a fair sensitive and consistent manner, 

promoting a climate where they feel comfortable in making suggestions about unfairness, exclusion or 
discrimination without fear of victimisation or recrimination; 

• ensure that equality considerations become a mainstream issue that will be addressed within all 
fundamental performance reviews and service audits; 

• Ensure that contractors and suppliers are clear about the Company’s position on equality and aware of 
their obligations in providing services that are in keeping with that position. 

3. Equality of Service Delivery Strategy 
Implementation 
Equality of service provision is the process of ensuring that all Clients receive a fair and equal service, 
according to individual needs. 
Legal Requirements 
The Equality Act and Human Rights Act make it unlawful for anyone to discriminate in the way services 
are offered/provided.  
Failure to comply with the legislation could make the Company, and in some cases individuals, liable to 
legal action.  Discrimination, abuse or harassment, by employees or members of the public is not 
acceptable and will be met with action from the Company. 
Responsibility for Equality of Service Delivery 
The Company views the promotion of fairness and equality as a mainstream activity and therefore, the 
responsibility of all its employees, contractors and suppliers.  This policy has been drawn up in order to 
provide guidance to all those responsible for providing services, who will be made aware of its existence 
and the action needed to implement it.   
Directors and managers have specific responsibility for the implementation of this policy. 
Service Design and Delivery 
Services are comprised of a number of elements including: 
• The core service - whether the service does what it is designed to do; 
• The service surroundings - the physical conditions within which the service is provided; 
• The service relationships - the relationships between the Company and the Client 
• The power of the Client - the power to choose services, the power to influence the services and the 

power to obtain redress when dissatisfied with a service. 
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Services Delivered by Sub-contractors 
The Company’s position on equality will be made clear to sub-contractors employed by the Company.  The 
Company will use its influence to encourage contractors to ensure equality is in their operation and service 
delivery. 
Employees 
The Company’s policies on equal opportunities in employment and the recruitment and selection 
procedures are designed to provide equality of opportunity for individuals seeking employment, or already 
working for the Company.  These procedures provide a foundation for equality of service delivery.  We aim 
to treat our employees with dignity and respect and maintain a workforce which reflects the requirements 
of the Client.   
Training 
The success of this policy, and therefore the effective and equitable delivery of services, will rely heavily 
upon the provision of effective equality training.   
 
The Company’s Equal Opportunities and Diversity Policy links directly into and supports the core values 
of the Company’s Training Policy and the Company’s Health and Safety, Environmental and Quality 
Policies 
New employees will receive training in equal opportunities as part of their induction to the Company.  The 
training package has been developed to include equality awareness and guidance on the Company 
policies.  
 
Complaints 
The Company’s Complaints and Grievance Procedures are available to Clients and employees 
respectively and provide Clients/employees with an opportunity to complain and/or comment on  
The following is deemed to be the definition of racist incident: 
“A racist incident is any incident which is perceived to be racist by the victim or any other person”. 
Details of the complaints/grievance procedures are available. The Company will provide assistance and 
advice to Clients/employees wishing to use either the complaints or grievance procedure.  
Complaints/grievances will be used to improve Company services and to make positive improvements. 
 
Review of Policy 
This policy will be reviewed annually by the Managing Director in consultation with appropriate personnel 
and/or third parties in the light of the experience gained from its operation and advice obtained from 
emerging good practice. 
 
Conclusion 
The Company recognises that improving the responsiveness and accessibility of services to our Clients is 
a continuing process.   
This policy seeks to promote equal opportunities in service delivery as an integral part of good customer 
service.  It recognises the importance of internal adjustments, as well as interactions with the Client and 
others who may be affected by our activities in terms of service planning. 
Specific equal opportunities implications need to be addressed as an integral part of providing services to 
the Client. 
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