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Page 04 to 07

Upholding 
the highest 
standards of 
integrity and  
fairness.

 gib a ekam nac sgniht llamS“ 
difference. Living our values 
day in, day out, helps us 
make the right decisions as 
individuals and as a Group.”

Page 08 to 11

Putting our 
customers 
above all else.

 remotsuc hcae taert ew fI“  
as a person, not just another 
contract, we can get inside 
their heads and understand 
exactly what they need and 
why they need it.” 
 

Page 12 to 15

Recognising 
that people 
are at the 
heart of  
our success.

 senihcam dna sretupmoC“  
are our tools, but it is we  
who get the job done.  
Without Marshall people  
there would be no  
Marshall Group.” 
 

Page 16 to 19

Maintaining 
competitive 
edge through 
innovation 
and creativity.

 fo hcum ,emit ’sraey net nI“ 
our revenue will come from 
products and services we 
don’t currently offer. Our 
challenge is to create these 
products and services.” 
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Working
with us.

We have a choice. Do we want our company
to be driven by rules or by values? I know
which I prefer and our customers tell us which
they would prefer. That’s why this booklet is
important – it sets out the values which drive
the way we go about our business. As a family
business with a proud heritage, our longstanding
values are an instinctive part of our day-to-day
operations. They govern the way we think, the 
way we work and the way we behave.

The role of this booklet, is to remind ourselves
of these values, so that we can put them to work
every day, everywhere. Importantly, the more we
focus on these values, the more value we’ll
create. Values breed value; which is partly why
we take them so seriously. The other reason,
of course, is because acting responsibly is
the right thing to do.

Robert Marshall
Group Chief Executive
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We strive to exhibit the highest standards of
integrity and fairness in everything we do.

There must be no gap between what we say and
what we do. Our founder put integrity and fairness
among the fundamental principles of his fledgling
enterprise. Four generations on, we still abide by
these core values. They are ingrained in the way
we do things in the Marshall Group.

As our business has expanded internationally
into new sectors, we have never lost sight of
the essential need to reinforce our reputation
for integrity and fair play; and we never will.

In living this value, through our behaviour, we will:

• Take responsibility for our actions
• Adopt an unbiased approach to
all colleagues

• Put safety and regulatory requirements
at the forefront of what we do

• Do the right thing and deliver what
we promise

• Be open and honest and act with
integrity in all that we do

• Be considerate of individual
differences and cultures
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“Integrity and fairness
means having balanced
roles, responsibilities and
opportunities for all staff
and being honest and
open with each other.”

Jack Huckle
Airframe Fitter
Cambridge

“I love my job and it is a
pleasure to work for a
company that upholds
the highest standards of
integrity and fairness.”

Adele Dewey 
Dealership Receptionist
Nottingham Volvo

“I believe that our strong
values drive our business
forward, through being fair
and honest with our
customers we are building
relationships that will last
for decades to come.”

Jack Maliszewski
Sales Executive
Cambridge Ford

“The key reason why our
standing is so strong is that
people are willing to invest
energy and to enhance our
working relationships
through chosen values,
fairness and teamwork.”

Sorin Irimia
Deputy Head of Design
Canada
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Putting our 
customers 
above all else.

 
  

  
 

  

 
  

  
 

  

 
  

  
 

  

We value our customers above all else
and seek to provide outstanding Customer
Service through happy, conscientious
and well-motivated teams.

Our business is founded on customer service.
For over a century we have consistently put
our customers first and this single-minded
emphasis will continue. We recognise, of
course, that outstanding customer service
can never be taken for granted, so we
continually measure, and constantly seek
to improve.

In living this value, through our behaviour, we will:

• Be polite and respectful at all times
• Meet our customers’ expectations
• Respond promptly to our customers
• Ensure that our customers have
a great experience every time

• Make informed decisions with our
customers in mind

• Take pride in delivering on time,
within budget and fit for purpose

• Seek feedback from our customers
• Know who our external and internal
customers are

• Listen to our customers and
anticipate their needs

• Act in the spirit of partnership
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“Putting customers above
all else is a key role of my
job, It ensures they are
happy and satisfied with
the work I carry out on
their vehicle.”

Mark Bruno
Technician
Cambridge Citroen

“Our business relies on great
levels of customer service.
It is crucial to our future
success, and, I believe, this
is a value in which the
Marshall Group excels.”

Kerry Willmott
Air Traffic Controller
Cambridge

“Ensuring all of our
customers' needs are
satisfied and that we deal
with every enquiry in a
professional, concise and
caring manner will result in
long lasting relationships.”

Jeremy Rogerson 
Quality Assurance Manager
Cambridge

“Being proud of what we do
helps us strive to maintain
the high standards we set
ourselves and therefore to
excel in our customer
service.”

Charlotte Bidwell
Design Engineer Apprentice
Cambridge



We are successful in our chosen markets and
people are at the heart of our success.

We readily recognise the power of our people to
drive the Marshall Group forward. Everybody in the
Group contributes, in various ways, to the products
and services we supply. We value each individual’s
contribution, encouraging everyone to reach their
full potential.

We can achieve more, of course, by working
collaboratively to reach common goals. Working
responsibly under their own initiative, our people
join together to get the job done to the highest
standard. Over four thousand Marshall people, all
with the same set of values and common beliefs, 
are a powerful force.

In living this value, through our behaviour, we will:

• Unlock our full potential by recognising that
everyone has an important role

• Maintain a safe working environment
• Build effective working relationships
• Adopt a ‘One Company, One Team’ approach
and be proud of what we can achieve together

• Acknowledge others’ involvement and seek
their contribution

• Trust our colleagues and managers
• Be willing and cooperative
• Be passionate about delivering excellence
• Question how we can contribute more to
promote an open and rewarding culture

• Respect and value our differences and
embrace diversity

The 
value  
of…

Recognising 
that people are 
at the heart of  
our success.
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“Without the talented and
customer focused
colleagues we have
across our companies,
we would not be the
successful Marshall
Group we are today.”

Allana Money
HR Administrator
Cambridge

“It’s great to work for a
company which values its
people so highly and the
benefits can be seen
everywhere – the team
always gives 100%.”

Alastair Pigden
Airframe Technician 
Cambridge

“People are the most
important asset of any
organisation and I
believe that the Marshall
Group will go from
strength to strength with
this value at its heart.”

Tom Doran
Electrical Technician
Broughton

“Without our “people” –
customers and our team,
we have no business!
The ability to recognise
our customers and our
team members as
individuals is crucial.”

Phil North 
Aftersales Manager
Scarborough Honda



We maintain our competitive edge through
innovation and an adherence to the founding
tradition of a spirit of adventure.

Standing still is not an option. We must constantly
change and adapt to meet the needs of our
customers. Otherwise, these needs will be met
by our eager competitors.

Fortunately, innovation is the life-blood of the Group.
We are well placed to face new challenges and
grasp new opportunities. With flair and creativity,
we constantly strive to adapt and find imaginative
solutions to evolving customer demands. In an
ever-changing world, this deep-seated innovative
streak helps us break into new markets, open up
new territories and achieve new technological
breakthroughs.

In living this value, through our behaviour, we will:

• Question if the job can be done:
More quickly
Better
More efficiently

• Be open and proactive
to change and challenge

• Be positive and inspiring
• Look for creative solutions
and make them happen

• Learn from others
• Propose new ideas and
approaches to the way
we work

The 
value  
of…

Maintaining 
competitive 
edge through 
innovation  
and creativity.
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“Changing/developing a
single process in a
workplace can make
improvements,
Implement it to the
group and it could
achieve great things.”

Clint Johnson
Master Technician
Lincoln Jaguar

“Effectiveness can be
amplified by adopting an
innovative and creative
approach, this helps to
define our company as
an industry leader.”

Matthew Shelton
Licensed Certifying Engineer
Cambridge

“Creativity is inventing,
experimenting, growing,
taking risks, making
mistakes and having fun.
You can’t wait for inspiration,
you have to go after it.....”

Laiwan Saunders
Senior Marketing Support Officer
Cambridge

“If we do things just
because we have always
done them that way, we
lose our competitive
edge and can’t deliver
great service for our
customers.”

Colin Thorbinson
PC Support Engineer
Cambridge



“Above all else,
we are a team”


