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1. Policy statement  

Headway Recruitment is committed to ensuring that all clients and service users receive a 
continuously high quality, professional and well-organised service from us. 
To ensure that this happens, we will: 
 

• Encourage feedback from our clients 
• Ask clients to inform us immediately if they are not satisfied with any aspect of our 

services 
• Carry out regular quality assurance checks on the services we provide 
• Make it a priority to investigate thoroughly if any aspect of our services is identified 

as an issue 
• Maintain standards in line with ISO9001 requirements. 

 

2. Scope  

This policy and QMS applies to all employees of Headway Recruitment. It also applies to 
all those working for or on behalf of Headway Recruitment such as contractors, 
consultants, volunteers, those on work experience and student placements.  
The policy applies to all areas of service delivery. 
 

3. Related Policies and Associated Arrangements  

This policy is to be implemented in conjunction with consideration of other relevant 
company policies and information such as:  

• Code of Conduct 
• Privacy Policy 
• Data Security Policy. 

 

4. Responsibility for Implementation & Communication of the Policy and QMS 

Overall responsibility for quality lies with the Managing Director, Mark Gill, who will create 
a culture that encourages wide involvement and devolves responsibility to frontline staff. 
Mark will ensure that systematic training is provided for staff to equip them with the skills 
they need to deliver a quality service at all times. 
 
All staff have a responsibility to show commitment to a quality service and to respond 
positively to clients’ needs and suggestions. 
 

5. Quality of Service 

Headway Recruitment is committed to ensuring that our staff, services and processes are 
dedicated to meeting our clients’ needs. 
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We will: 
 

• Involve clients in planning the services we deliver for them, in reviewing their 
effectiveness and, where possible, in the delivery of the services. 

• Determine what our clients and service users want and structure our services so 
they deliver what clients have asked for. 

• Carry out regular reviews with our clients and meet with managers to provide 
feedback. 

• Seek our clients’ views on what changes are needed to improve our services and 
act on these. 

• Operate an effective complaints system for feedback. 
• Provide a clear definition of the services we are providing. 
• Ensure the standard of the services we provide is clear. 
• Provide high quality information about our services so clients and service users can 

make an informed choice about the service that best suits their needs. 
 
 
6. Quality of Staff 
 
Headway Recruitment will use strict recruitment criteria, vetting and a robust training 
programme to ensure that only highly qualified and experienced recruitment professionals 
are used to deliver services to our clients.  
All our employees:  

• Undergo strict selection and appointment procedures. 
• Follow a strict professional code of conduct. 
• Have expertise in specific work areas. 
• Receive in-house training, including training designed to increase their knowledge 

of the industry as a whole. 
 
 
7. Monitoring 
 
Headway Recruitment is proud of our reputation and rigorously monitors standards in 
order to maintain the quality of our services.  
 
We will: 

• Carry out continuous assessment of the services we provide. 
• Ask our clients to inform us immediately if they are not satisfied with any aspect of 

our service. 
• Make it a priority to investigate thoroughly if any aspect of our services is identified 

as an issue. 
 
We will monitor and assess the impact and quality of our services using feedback and 
evaluation questionnaires from clients. 
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8. IT and Technology 
 
We understand the importance of up-to-date technology in providing our clients and 
service users with a high quality service and the role it plays in monitoring service delivery. 
 
We will: 

• Ensure our IT infrastructure is hosted at a secure location. 
• Ensure our office premises are always secured. 
• Ensure all IT and technology infrastructure is password-protected to keep data 

storage and customer confidentiality to a maximum. 
• Ensure that our third-party IT support function is available round the clock to 

maintain our systems. 

 

9. Review  

This policy and QMS will be reviewed every 12 months as a minimum and/or in line with 
legislative changes.  


