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1.
Introduction

At Darlington Building Society we act with honesty and integrity and pride ourselves on providing excellent customer service through well trained and friendly members of staff.  We respect and treat others as we would like to be treated ourselves.

We believe that good ethics and good business are compatible, and together produce the best long term results for members and staff.

The highest ethical standards shall be cascaded downwards from the most senior level and no-one shall be exempt.

Ethical business practices reflect how we will deal with our members and staff.  It is reflected throughout the Society’s culture, our values, policies and the way we are expected to behave.

Our statement of purpose, values and commitment to Treating Customers Fairly reflect and reinforce this.  Through them we play a positive role in our community, attract and develop the best people and create products to suit our customer needs.

We will remain a local mutual building society, looking after local interests; servicing our customers in the main through our branch network, offering a choice of savings, mortgages and associated products and services.

Vision:

“To be the mutual provider of choice of savings, housing finance and related services for individuals served by our distribution network.”

Ethics Statement
We will always aim to treat people with honesty and integrity, putting the interests of our members first.

2.
Statement of Purpose and Values

Darlington Building Society Group’s principal objective is to support the sustained financial wellbeing of our members and customers.

To be achieved by:

· Developing and improving the delivery, range and quality of services offered by Group activities through trained and motivated staff.

· Building a high image and involvement in the community served by our points of access.

· Promoting and protecting prudent and responsible attitudes to personal savings, home ownership and housing.

· Attracting and keeping members to remain a financially strong, liquid and well capitalised independent financial firm in mutual ownership.

In ‘Looking After Local Interests; those values which are important to us are:

· The support of our members.

· The needs and opinions of our membership and meeting expectations.

· Supporting the communities in which we serve.

· Our image and profile.

· A service which is always improving, is committed, dependable, fair, open, polite and valued by our users.

· The choice and diversity which independent mutual ownership brings.

· The financial strength, safety and liquidity of the business and our responsibility to sustain and protect these characteristics.

· The continuous professional development of our staff.

· The relationships which we build with our partners and suppliers.

3.
Treating our Customers Fairly

At Darlington Building Society, Treating Customers Fairly is integral to our organisation; and is at the very heart of everything we do.  Regardless of race, gender, age, religion or background we will treat all customers with respect and will help them to the best of our ability. Here are our Treating Customers Fairly statements of best practice:

· We will act with honesty, openness, transparency and in good faith.

· We will be accessible to our customers and will communicate with them appropriately.

· We will honour any representations, assurances and guarantees which create legitimate customer expectations.  We will not exploit customers and once we have said we will do something we will.

· We will treat all situations in the same way and will act independently and reasonably, taking into account any relevant issues.

· We will act with reasonable skill and hard work and will be reasonable about putting things right if there is a problem which we are responsible for.

In addition, we will:

· Encourage two way communications in all dealings with customers, to ensure we understand our customers’ needs, and to make sure information given suits those individual needs. 

· Not engage in high pressure selling where customers are sold unsuitable products just to ‘make the sale’ and will make it clear to customers that it is their decision to choose which products they take with Darlington Building Society.

· Clearly explain to our members all the terms and conditions before they choose a product, in order that they can make an informed decision. Information will only be provided by properly trained and qualified staff.  Where a staff member has ‘trainee’ status, this will be made clear; and the staff member will be supervised where appropriate.
· We will carry out customer’s requests as quickly and efficiently as possible.  The majority of enquiries/requests can be dealt with immediately, but where this is not possible, a mutually convenient time will be arranged.

· Use a number of tools to measure our efficiency and effectiveness; e.g. new customer surveys and ‘mystery shoppers’

· When we select third parties to be our partners in providing services of benefit to our customers we will take care to ensure their ethos aligns closely with ours and they are fully committed to the principle of treating customers fairly.

And finally……

In the event that we get it wrong; we have systems and policies in place that will review, monitor and correct mistakes we have made. We deal with complaints effectively and efficiently in accordance with our procedures, while considering customers’ feelings.
4
Our Colleagues

As well as treating customers fairly, we believe our colleagues should be treated fairly also.  We recognise that each individual is unique and adds value to our organisation, and we will encourage a two way involvement with colleagues and senior management.

To this end, Darlington Building Society makes the following commitments to all employees:

· Staff can be confident they are working for an employer who promotes equal opportunities and self development and provides a safe and secure working environment.  We will ensure that the Society upholds good standards of health and safety. 

· Promote an environment of mutual respect.  Abusive and inappropriate behaviour will not be tolerated.

· We will promote good internal relationships between our departments and branches and aim to achieve a pleasant working environment.

· We will encourage open and honest communication at and between all levels of the business.  We will not seek to hide anything that could reasonably be expected to be in the public domain.

· We will provide a forum for staff to raise issues of concern.  This may be in the form of our Group of Staff Area Representatives; our Grievance Procedures, Whistle-blowing policy, or other relevant platform.

· We will not adopt a blame culture.  We accept that people make mistakes, however the key is to learn from them.  Instead of looking for what people have done wrong, we will look for what people are doing right.

· Reward and nurture staff by encouraging personal development in everyone, and promote respect regardless of their position.

· The Society is committed to developing its staff through training, performance reviews and behavioural competencies, enabling them to reach their highest potential. Staff will be appropriately trained, using our own in-house training department or externally where necessary.  We will ensure our staff are competent, and remain competent by keeping knowledge and skills up to date; and relevant to responsibilities.  We are also committed to further learning for employees.
· Staff will be rewarded in a fair manner.  Skills and behavioural competencies will be recognised; and the way in which we reward our staff will be open and transparent.

· Opportunities for career progression will be available to all staff. 
A team is more than a collection of people.  It is a process of give and take; and our organisation is one team. We will not work as separate individuals, branches or departments.  To this end, we expect the following commitments from our staff:

· We will incorporate our code of ethics into our day to day work. 
· We will take ownership and work together to solve problems and remove obstacles; and we will take responsibility for our own actions. 
· We will thank each other and give constructive feedback, and respect colleagues’ roles within the Society. 
· We will endeavour to prioritise all work, resulting in effective time management, and we will do our job to the best of our abilities by being fully focused on each task/customer.  Where possible, we will endeavour to achieve over and above the benchmarks set, so as to enhance both the individual and the Society as a whole. 
· Each person will operate in an honest, efficient and friendly way.  We will always act in the best interests of the Society as a whole and not for the good of ourselves.  If anyone finds themselves in a position where their personal interests put them into a conflict with the interests of the Society then they should declare this. 

· All gifts and hospitality shall be reasonable and of a token value.  Any gifts and entertainment should not be used to influence or bias the decisions made by our customers or colleagues. All gifts and hospitality will be recorded. 

· We will be as flexible as possible, whilst still maintaining our work-life balance. 
· We will not expect fees to be waived for staff, we will expect to be treated the same as our members. 
5
Marketing and Competition

We believe that we take a responsible approach in our product development and marketing.  We create products and services which meet the needs of our members.  To ensure we continue to do this, we will:

· Take responsible steps to ensure that any communication, including our marketing literature is clear, fair and not misleading; using as little jargon as possible. 
· Ensure that our advertising complies with the relevant legislation. 
· Aim to make customers aware of any products and services that may fit their needs, but we will not over-sell to them. We will let the customer choose their products without operating high pressure sales. 
· Carry out market research for all appropriate new products, and test them for appropriateness to both the business and our customers.  Products will then be marketed to the appropriate target markets. 
· Welcome competition and not criticise other financial institutions or their products for our gain. 
6
Our Local Community

Darlington Building Society is much more than a financial firm.  We are also well regarded for our community involvement; characterised by our dedication to ‘looking after local interests’.  There are many worthy causes who receive our support, and some of our staff members give up their own time to benefit the local community.  
Ways in which we ‘look after local interests’:

· Encourage our staff to take part in voluntary or community work, by introducing them to local voluntary schemes, and even occasionally allowing them time off to pursue these schemes. 
· We will support local causes and charities and provide donations where we see fit. Donations and sponsorships shall be given only for the benefit of the organisation and will be independently assessed.
· We will operate a cost saving ethic, to ensure the Society’s funds are utilised appropriately, and not wasted.  We will also aim to keep administration costs at a level which is reasonable. 
· We will in conjunction with our cost saving ethos aim to incorporate environmentally responsible policies wherever possible, e.g. only print emails when necessary. 
· Community branches operate to offer continuity of service to outlying towns/villages. 

· ATM facility for out of hours service at a number of branches. 
7
Security of Data/Funds

Confidentiality is a high priority within the Darlington Building Society and systems are in place to protect both staff and customers from fraudulent activity.  We have a zero tolerance attitude towards any type of fraud. 

The Security of our members’ funds is of paramount importance.

The following measures are taken to minimise fraud; and to safeguard members’ savings:

· We will store, process and disclose all customer data in accordance with the Data Protection Act 1998; and all confidential waste will be disposed of securely. 
· Procedures are in place to ensure compliance with Data Protection. 
· We will follow the principles in the Financial Services Authority’s Banking Conduct of Business Sourcebook and comply with all relevant legislation. 
· We have a duty to comply with the Financial Ombudsman Service which is an independent body for the resolution of complaints and disputes for members who have exhausted our internal complaints procedures and are still unhappy with the outcome. 

· Our members are appropriately covered by the Financial Services Compensation Scheme which gives them added protection that their funds are safe with us. 
· We will be open and honest with our regulators (Financial Services Authority); and equally with our members, by displaying all relevant literature. 
· We will always promote responsible lending and will regularly review our policies to ensure they remain appropriate. Our attitude to risk will be documented in our Risk Appetite and we will adhere to this policy document. 

.

· We will review customer identity to reduce the risks of fraud, and in line with Treating Customers Fairly, money laundering and all other relevant regulations/guidelines will be followed in all cases. 
8
Compliance with our Code and Speaking Up

It is our duty to ensure that where it is believed an unethical action has been taken, to allow this to be reported to the highest level.
If any staff member has any concerns regarding the operation of the code; or believe the code has been breached; they should speak in the first instance to their line manager or to a member of the Senior Management Forum; who will in turn advise them of the appropriate course of action. 
Enforcement of the code of ethics shall be through our policies and procedures which are already in place.  

We will maintain a Whistleblowing Policy to enable staff to raise issues which they feel should be investigated.   

