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VAN WALT

Guide to Services

Proud to be Different



“As a company who thrives on its core values, we want to make sure that our dealings 
with all our customers and suppliers are not only good, but that they are the best.

As chairman of the Management Team and Non-Executive Director, it is my duty and 
obligation to warrant that what we say is always what we do. To carry this task out, I 
must ensure that all members of staff have read and understood this document and 
fully embrace our core values and what they stand for. It is imperative that they are 
reminded of this at regular intervals to sustain consistency.”

Rosanna Ward

We say what we mean & do what we say



Proud to be Different
Van Walt Ltd supplies high quality environmental research equipment. At the heart 
RI�RXU�EXVLQHVV�DQG�ZKDW�GHÀQHV�XV���RXU�FRUH�YDOXHV��7KH�WKHRU\�EHKLQG�WKHVH�LV�
that everything we do, everything we sell and every time we touch a prospect, 
customer or supplier we make the difference between good and sensational!

Every member of the Van Walt team recognises it’s the little things they do that 
make a big difference to you.

The Van Walt Way
Our core values of respect and fairness enable us to work as a team to deliver what  
we promise, promptly and in a friendly way to add value over and above what is 
expected. Excellence through innovation, invention and learning so we can    
consistently improve the service, equipment and technical support we deliver. 

We provide honest, professional and timely communications so you know what to 
expect and when, we pay attention to what you tell us to earn your trust and 
continued custom. You sustain us and we apply vision and courage to ensure we 
only offer the best solutions so we can justly claim we are proud to be different.
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Corporate Responsibility
For us corporate responsibility means managing our business responsibly, ethically, fairly 
and sensitively for long-term success.

To do this we consistently address the expectations of our customers, suppliers,            
employees and other business stakeholders.

We comply with the letter and the spirit of the law, without exception. We never put the 
company or our customers, suppliers and employees own personal situation at risk or 
do anything that may damage our corporate and personal reputations. We do not 
tolerate bribery in any form.

We share responsibility for the local environment with our neighbours and visitors to our 
premises by minimising any damaging effects of our normal business activities (land,  
water, air, noise pollution and by recycling our waste and reducing the use of natural 
resources) and re-cycling and re-using whenever possible.

We recognise the world is a rich and diverse place and it’s our aim that our people       
UHÁHFW�WKLV�GLYHUVLW\��VR�WKDW�ZH�FDQ�EHWWHU�DQWLFLSDWH�DQG�PHHW�RXU�FXVWRPHUV
�QHHGV�

2XU�ÀUVW�UHVSRQVLELOLW\�LV�WR�EH�D�VXFFHVVIXO�FRPSDQ\��6XFFHVV�LV�WKH�RQO\�RXWFRPH�
WKDW�VDWLVÀHV�DOO�RI�RXU�VWDNHKROGHUV�DQG�ZLWKRXW�LW�ZH�ZRXOG�QRW�KDYH�WKH�UHVRXUFHV�
to secure from our suppliers the best equipment for our customers to buy and we would 
not attract loyal, capable, dedicated people to work with us.

We are a business based on building deep and lasting relationships with our customers 
through the efforts of our colleagues and the quality of our equipment.

Van Walt customers can access our products and services via our website that provides 
detailed information on the range of environmental monitoring and research equipment 
and the services we provide.

Our direct impacts on the environment arise from our day-to-day business operations 
DQG�EXVLQHVV�WUDYHO��:H�LQYHVW�LQ�HQYLURQPHQWDO�HIÀFLHQFLHV�DQG�HQJDJH�ZLWK�
colleagues to support our strategy.

Whenever possible we use virtual conferencing technologies as an environmentally 
IULHQGO\��FRVW�HIÀFLHQW�DOWHUQDWLYH�WR�WUDYHOOLQJ��SDUWLFXODUO\�GXULQJ�QHJRWLDWLRQV�ZLWK���
overseas suppliers and group businesses.

We can deliver environmental training, both theoretical and practical, sharing our 
NQRZOHGJH��EHVW�SUDFWLFH�DQG�ÀHOG�WHFKQLTXHV�ZLWK�RXU�FXVWRPHUV��VWXGHQWV��
environmental consultants and other interested parties. 

:H�KDYH�DGRSWHG�,62�EHVW�SUDFWLFHV�WR�HQVXUH�ZH�KDYH�LQ�SODFH�SURFHGXUHV��SROLFLHV�
and auditable processes that support our business relationships with customers, suppliers 
and other stakeholders and adds value to the Van Walt brand; ensures our equipment is 
market leading and the customer service experience is recognised as the best in 
our sector.



Employee Commitment
What we expect from you:

• Adopt and engage Van Walt’s core values, acting 
      honestly, truthfully and with integrity in all business               
      dealings
• To work hard to achieve your objectives
• To be punctual and disciplined during the working day
• Follow instructions, meet deadlines and if you are 
      unable to, bring this to the attention of your line    
      manager immediately
• To communicate effectively and politely with 
      colleagues, customers and management, bringing 
      issues to the forefront so they can be 
      dealt with in a timely and appropriate manner
• Take responsibility for your actions and                             

GHFLVLRQV��QRW�WR�ÀQJHU�SRLQW�DQG�EODPH�RWKHUV�RU�D�ODFN�
of resources when things go wrong 

• To value others to foster good team working
• Demonstrate emotional intelligence and a 
     proactive approach to continuous                               
     development and business improvement
• Act as an advocate of the Van Walt Group
• To take pride in yourself, what you do and the              

company you work for.

For all employees Van Walt promises to:

• Create a good, positive working environment
• Attract, retain and develop the best talent
• Encourage an engaged and motivated team
• Offer competitive reward packages
• Invest in your skills and knowledge through      

adequate training 
• Ensure you have the right tools and              

resources to make your contribution effective
• Ensure you feel valued by recognising and      

rewarding your efforts
• Try to take into account your personal 
������FLUFXPVWDQFHV�DQG�RIIHU�\RX�D�ÁH[LEOH��������������
      approach to work - life balance
• Respect the diversity of all members of the 

team
• Monitor your engagement through regular  

performance reviews.



Customers – Our Commitment To You
Every time you buy or rent equipment from Van Walt we want you to have 
an excellent experience.

To help us achieve this we have:

Our Terms & Conditions of Trade 
Our Rental Agreement 
7KH�9DQ�:DOW�0RQLWRUHG�6ROXWLRQ�3URFHGXUH�
The Van Walt Customer Charter

All available from our website: www.vanwalt.com

9DQ�:DOW�0RQLWRUHG�6ROXWLRQ�3URFHGXUH
7KH�9DQ�:DOW�0RQLWRUHG�6ROXWLRQ�LV�D�WDLORUHG�V\VWHP�VWDWXV�FKHFN�IRU
 customers who have purchased a telemetry modem. 

Every project will be assigned an account owner and it will be that person’s 
job to monitor the system, the individual will be responsible for the following:

• 'DLO\�FKHFNV�WR�HQVXUH�WKDW�WKH�V\VWHP�LV�UHSRUWLQJ�DV�VSHFLÀHG�DQG�WKDW�DOO�VHQVRUV�
DUH�JLYLQJ�GDWD��7KHVH�FKHFNV�DUH�WR�KDSSHQ�RQ�ZHHNGD\V�RQO\�XQOHVV�VSHFLÀHG������
otherwise.

• To ensure that the battery status of the modem and loggers is checked daily.
• To alert the customer by email if any errors or inconsistencies arise either with the 

V\VWHP�RU�WKH�GDWD��ZLWK�WKH�DLP�WR�UHSRUW�WKH�ÀQGLQJV�DQG�VXJJHVW�ZD\V�WR�UHVROYH�WKH�
problem to the customer by 10am each day. 

• :HHNO\�HPDLO�VWDWXV�UHSRUWV�WR�EH�VHQW�WR�WKH�FXVWRPHU�GHWDLOLQJ�WKH�ÀQGLQJV
• To provide technical back up as required
• To ensure that the monitored solution package is invoiced either monthly or          

yearly in advance
• To keep and maintain accurate records to ensure that the checks are happening 

daily, this shared database will be audited weekly
• To make sure that the system is still monitored whilst absent from work by                   

ensuring that someone else is suitably trained to provide back up.



The Van Walt Customer Charter
Our promise to you:

To provide the most appropriate equipment

:H�ZRQ·W�FRPSURPLVH�RQ�TXDOLW\��ZH�ZLOO�OLVWHQ�DQG�WKHQ�KHOS�\RX�ÀQG�VROXWLRQV�WKDW�
meet your needs. We will supply equipment that keeps you safe and secure onsite 
and delivers the best, most accurate results. If we haven’t got the right equipment 
for your job, we will tell you.

To be open and honest at all times

Van Walt will be honest and straightforward with you, keeping you informed at 
all times of changes in our processes, equipment, personnel, prices and relevant 
technical updates. We promise to label our communications so you can see in 
advance the content of the communication. 

To make it easy to deal with us

We will make it as easy as possible: whether online (www.vanwalt.com), on the 
telephone (+44 (0)1428 661 660), by email (sales@vanwalt.com) or in person, to 
deal with us to ensure you know what to expect from our equipment and services.  
,I�\RX�DUH�QRW�HQWLUHO\�VDWLVÀHG�ZH�DVN�WKDW�\RX�WHOO�XV�DV�TXLFNO\�DV�SRVVLEOH�DQG�
we promise to do our utmost to respond to your complaint within 1 hour.
(Of course – if you are delighted with your equipment and the service you 
have received – we would love to hear from you as well!)

To deliver excellent service

)ULHQGO\��HIÀFLHQW�VHUYLFH�LV�RXU�SDVVLRQ��<RX�FDQ�DOZD\V�H[SHFW�DSSURDFKDEOH��
helpful and knowledgeable service from every member of the Van Walt team. We 
promise to respond to your enquiries within two hours of receiving them during 
normal working hours.

To understand  your requirements 

To provide the most appropriate equipment we need to know as much as we can 
about your project. We promise not to assume we know best but will work with you 
to ensure you get what you need in the simplest and most convenient way.

6R�ZKDW�ZH�H[SHFW�IURP�\RX�

• Provide us with as much information as you can so we can better match         
equipment to your needs.

• Keep us informed if things change.
• Be honest about any project critical requirements.
• Provide us with accurate information regarding your purchase order number,       

delivery address and purchase ledger processes.
• Pay us according to our agreed terms of trade.
• Tell us if things go wrong so we can deal with issues opportunely.



:RUNLQJ�ZLWK�RXU�6XSSOLHUV

Van Walt is committed to the highest standards of social, environmental and 
HWKLFDO�UHVSRQVLELOLW\��6R�ZH�DVN�RXU�VXSSOLHUV�WR�SURYLGH�VDIH�ZRUNLQJ�FRQGLWLRQV��
treat their staff with dignity and respect, act fairly and ethically and use 
environmentally responsible practices during manufacture.

As our supplier you own the Van Walt brand too, your success, the quality of your 
equipment and the service we receive from you matters to us.  

:H�DVN�\RX�WR�RSHUDWH�LQ�DFFRUGDQFH�ZLWK�WKH�SULQFLSOHV�RI�RXU�6XSSOLHU�&RGH�RI�
Compliance as set out below and in return we promise to:
 
• 5HYLHZ�FRQWUDFWV�DQQXDOO\�DQG�UHSRUW�RXU�ÀQGLQJV�LQ�ZULWLQJ
• Work collaboratively with you to increase opportunities for new business
• Give you regular feedback on the quality/consistency of your equipment/service
• Visit our main suppliers at least once a year 
• Ensure individuals within Van Walt are fully trained on your equipment
• Commit to paying your invoices according to your trading terms
• Notify you, in advance, of any disputed invoices.

6XSSOLHU�&RGH�RI�&RPSOLDQFH

Van Walt Ltd has a continuous improvement policy which means to consistently deliver 
the best service and equipment we need to work together.

6R�ZKDW�ZH�H[SHFW�IURP�\RX�

• To complete our approved supplier form
• Provide written standards for the service level we can expect including
 - Technical back-up
 - Delivery lead times
 - Dispute process
• Have a process in place should the service levels of the above not be achieved
• Provide access with named individuals for:
 - Technical support
 - Commercial decisions
� ��6KLSPHQW�DQG�LQYRLFLQJ
• *LYH�QRWLÀFDWLRQ�RI�FKDQJHV�LQ�SULFHV�DW�OHDVW�RQH�PRQWK�EHIRUH�FRPLQJ�LQWR�HIIHFW
• 3URYLGH�QRWLÀFDWLRQ�RI�FKDQJHV�LQ�\RXU�SURFHGXUHV��LQ�ZULWLQJ��DW�OHDVW�RQH�PRQWK�����

before they come into effect
• Agree to the above and ensure the content is shared throughout your organisation.
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Van Walt Ltd

Prestwick Lane

Grayswood

Haslemere, Surrey

GU27 2DU, United Kingdom

Tel     : +44 (0)1428 661 660

Fax    : +44 (0)1428 656 808

Van Walt Ltd 

Unit A

21 Gordon Road

Wanaka 9305

New Zealand

Tel: +64 (0)3443  5326

Mobile: +64 (0)21 585 339                                           www.vanwalt.com

VAN WALT

Proud to be Different


