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Treating Clients Fairly

1. Overview

This Treating Clients Fairly Policy is designed to set out the responsibilities for
the fair treatment of Clients by Xpede Medical Ltd . For further information,
please review our Ethics Policy.

2. Purpose

Xpede Medical Ltd is committed to treating all of its Clients fairly. Treating
Clients fairly (“TCF”) is about establishing a culture of fairness throughout the
business that creates an understanding of the customer’s needs and providing
appropriate services.

To achieve this objective, TCF is more than just about having a policy; it is about
instilling the right culture and values throughout the business from the top
(executive) in strategy and decision-making, down through the team in
recruitment, reward, controls and staff performance. This ensures the right
consumer outcomes are achieved.

3. Scope

Xpede Medical Ltd is authorised and regulated by Medco. This policy is prepared
based on the guidance provided by Medco and is created to ensure that all Xpede
Medical Ltd employees will be treating each customer fairly, with respect and
professionalism.

4. Responsibilities

We undertake that all of our actions will be guided by the principle that the
interests of our Clients are paramount. Our systems and procedures are designed
to place our Clients at the heart of our business. In our dealings with you can
expect that:

e We will treat you fairly with courtesy and respect
¢ We will communicate clearly and explain things in plain English
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e We will be open and transparent in the way we deal with you

e We will ensure you understand our services

e We will not place our interests before yours

e We will answer any questions honestly and deal with any problems
quickly and fairly

e We will handle any information you share with us in a sensitive and
professional way

e We will inform you of our charges before undertaking any work for you
for a fee

e We will deal with any complaints promptly and fairly

We ascertain the appropriateness of the requested service for all new Clients
sending instructions, ensuring it is in line with MEDCO guidelines.

5. None Compliance
If any employee breaches this policy, they will face disciplinary action and could
face dismissal for gross misconduct. The Managing Director has the right to
terminate a contractual relationship with an employee if they breach this anti-
bribery policy.

6. Regulation

Complaints Procedure, MEDCO criteria
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