CUSTOMER CAREPRINCIPLES

We at Veolia Water Projects Ltd (VWPL) are committed to providing exceptional customer service to
all our customers. The following commitments set out how we ensure we deliver this high-quality
service and ensure our team members uphold the highest standards.

VWPL is committed to ensuring:

e A customer-centric approach: we prioritise the needs and satisfaction of our customers at
all times.
Timeliness: we will respond promptly to customer queries and resolve issues quickly.
Professionalism: our team members conduct themselves with professionalism, courtesy,
and respect.
Accuracy: we ensure that all information provided to customers is accurate and reliable.
Empathy: we empathise with our customers' concerns and try to address their needs with
compassion and understanding.

This is achieved by ensuring all our team members follow the Veolia values as defined below:
1. Respect

Treating people with respect matters. Respect is something that everyone has the right to in every

workplace and here at Veolia it is no different. All of our people are committed to treating each other,

and all of our customers and stakeholders with dignity and decency.

2. Responsibility

When you see the world as we do, you can see the environment’s potential. That potential is what
gives us a sense of responsibility to change our future and create a better, more sustainable world.

3. Community Spirit
When your team is committed to creating meaningful change, you are part of something bigger.

Everyone’s different perspective on how to make that happen is key. So we openly support each other,
our customers and community, to help everyone grow and move forward.
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4. Customer Focus

Our customer relationships are important to us. When we listen, we learn. It is the best way to respond
to our customers’ needs and it is what helps us build strong relationships. Once we understand each
other, our potential together is limitless. And it all starts with trust and openness.

5. Innovation
Even the smallest changes can make the biggest difference. Innovation doesn’t mean we rely on

technology to do our jobs for us. It means looking for better ways to stay productive, working smarter
and finding new ways to get the most out of what we do.
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