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In the modern business world, it is important that the codes and 
procedures of a service are consistent with their values and pat-
terns of conduct.

AGE’s reputation is critical for long-term success, and with our 
highly connected world, the actions of one member can impact 
AGE globally and harm other members.

For this reason, AGE has created a Code of Conduct that out-
lines our ethical standards for conducting business throughout 
the world and which will serve as a guide for our members.

Our Code of Conduct should be shared and followed by every 
member and employee of our network regardless of their level 
of responsibility. 

This code works together with the laws and regulation of each 
country as well as the Codes of Conduct of individual member 
organizations.

AGE will monitor and update the present code as required.

Introduction
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Dear Members,

Our new strategy focuses on growth, efficiency, minimizing envi-
ronmental impact, and societal commitment in order to position 
AGE as a relevant, key player in the global market.

This can only be achieved, and maintained over time, with the 
basic principles of honesty and integrity in place. These essential 
principles are central to our new Code of Conduct  and I appeal 
to all our members, both at an institutional and personal level, to 
uphold them.

Each of us has a responsibility to ensure we do what is right 
consistently so our behavior can be an example to all our stake-
holders. I sincerely expect every member who is confronted by a 
challenge to act with transparency according to this code as well 
as its laws, regulations, and policies. We all pursue business 
and personal success, but our success should be based on 
ethical choices. 

Let´s maintain AGE’s reputation by committing to our Code of 
Conduct and achieving all of our goals proudly and ethically. 

Sincerely, 

Message
of CEO

Marco Moreno
(Chairman & CEO of  AGE)
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Automotive Glass Europe (AGE) is a network of automotive 
glass repair and replacement organizations with more than 
13 years of experience in the automotive glass industry.

Our network facilitates work across national borders there-
by enabling members to provide their high-quality services 
to markets beyond their borders. This links up with the 
ongoing globalization of insurance, leasing and fleet man-
agement customers.

Our focus is on customer satisfaction and striving to deliver 
a fast, easy service every day.

We are also committed to improving our environmental 
processes and society, while building a seamless digital 
experience.

Who
We are
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AGE’s values are trust, respect, transparency, integrity and 
value creation. 

Trust and respect: to build relationships with our stake-
holders based on trust and understanding, to act responsi-
bly and earn respect.

Transparency: to be transparent in the way we work so 
our communities know us and understand who we are and 
what we do. 

Integrity: to conduct our affairs, in every circumstance, with 
honesty and courage.

Value creation: to create long term value for our stakehold-
ers in order  to achieve better results. 

Our Values 
& Conduct 



AGE CODE 
OF CONDUCT 10

This code serves as a guiding tool for our daily actions in 
order to promote respect for the law and good practices with 
the objectives and wellbeing of our stakeholders in mind.

Objectives
of this code

This code regulates the behavior of our members, regard-
less of their area of responsibility and position. It guides 
their behavior in different situations with collaborators, cli-
ents, suppliers, competitors, authorities and general society.

Each member and employee of the AGE network is expect-
ed to read and understand this Code of Conduct.

Stakeholders
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It is not always easy to determine the ethical or right thing 
to do. Our code of conduct should guide you through your 
decision-making process and when in doubt you should ask 
for additional guidance.

General 
Principles
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Society measures our network not only by our results but 
also how we achieve them. Every decision we make should 
reflect our values:

• Always respect the law, our values and this code

• Respect each person, their expectations and aspirations 
with honesty, dignity, respect and sensitivity

• Appreciate the value of diversity and encourage teamwork

• Do not discriminate on the basis of race, color, gender, 
gender expression, age, sexual orientation, religion, belief, 
deficiency, ethnic background, national origin, physical or 
mental disability, marital status, pregnancy or any other 
status protected by law

• Acknowledge people by their results and talent

AGE’s Employees 
& Members
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• Defend a work environment that promotes quality of life 
and belief in a work life balance

• Communicate in a truthful, clear and transparent way

• Prohibit harassment of any kind. Harassment includes, 
verbal, physical, written or other conduct that is reasonably 
considered unwelcome, offensive, intimidating or disparag-
ing to any individual. Furthermore, do not tolerate retaliation 
against any employee who raises concerns about discrimi-
nation or harassment

• Do not accept acts of intimidation, offense, stalking, ag-
gression or any type of behavior considered hostile, abu-
sive and humiliating

• Do not allow the use of drugs, weapons our alcoholic bev-
erages during working hours

• Every invitation for trips and events should be discussed 
with your manager
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Additional Responsibilities for AGE 
and Member Managers 

• Be an example and behave as a role model

• Provide tools that promote the understanding of this Code 
of Conduct

• Create an ethical culture that promotes compliance and 
encourages employees to raise their questions and concerns

• Do not propose meeting or conference venues that can be 
construed as inappropriate and/or unsafe

• Limit the acceptance of gifs to a maximum of §250,00 in 
value. Acceptance of gifts that exceed §250,00 in value, 
need to be approved by your manager
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Additional Responsibilities 
for AGE Employees

• Treat every member, partner and employee with the great-
est professionalism, respect and integrity

• Be transparent and share information so informed deci-
sions can be made

• Consider all AGE information received  confidential as 
trust is the foundation of our relationship

• Hold meetings and conferences  in safe and appropri-
ate places

• Respect and applaud adherence to the Code of Conduct 

• Share our values with each stakeholder of the AGE network

• Identify infractions of this code and correct them
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• Always treat clients professionally and with respect

• Provide clients with high-quality service and the best products

• Provide all the information the client needs so they can 
make an informed decision

• Treat all client information confidentially unless it is re-
quired by the insurer. In this case inform the client of the 
data shared with the insurer

• Attend to clients with friendliness, sincerity, kindness 
and transparency

Clients
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• Criteria for choosing suppliers must be clear and impartial 

• All relevant potential suppliers should be provided with 
equal opportunity

• Quality, price and benefit should be considered

• Integrity should be evident in the conduct of negotiations

• Honor commitments with our suppliers

• Ensure suppliers follow the same ethical, environmental 
and social patterns established in this Code of Conduct

Suppliers
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• Respect our rivals in the market and do not act to inten-
tionally harm them

• Take pride in conducting ourselves with integrity and humility

• Compete vigorously, but fairly with competitive price and 
better service for our customers

• Act cordially and expect mutual respect specifically in 
industrial and intellectual rights

• Do not allow attitudes that can be considered slander or 
defamation of our competitor

Competitors
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• Always follow the law

• Respect public authorities and collaborate with them 
when required

• Do not finance political parties or organizations that are 
involved in politics

• Do not pay bribes to serve our organisation’s or our own 
personal agendas

Authorities
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We coexist in a harmonious way with all the communities 
where we are present and respect their traditions, values, 
environment and religion.

• AGE promotes and participates in initiatives that nurture 
the social conscience without pressuring others to contrib-
ute or participate in our preferred charitable organizations

• We do not give preference to organizations or charities 
where we volunteer outside working hours, because it can 
be viewed as a potential conflict of interest

• We look to develop our local communities to improve their 
quality of life

• We take steps to ensure that our products are sourced 
and manufactured responsibly and that no child labour was 
used in the products production

• AGE does not promote any political activities

Community
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AGE believes all our communication should be transparent 
and representative of the truth.

Our communication should uphold this Code of Conduct 
and be prepared responsibly while taking into consideration 
the intended business purpose.

AGE members and their employees should never speak 
publicly on behalf of or about AGE unless authorized by 
the Board.

Communication
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Each of us have a role to play in minimizing environmental 
impact on our planet.

• We respect and protect the environment, in which we op-
erate, limiting as far as possible any harmful impact to the 
future of our planet

• Revise your existing operational processes, policies and 
procedures if you believe they may damage our environment

• All our activities should be realized with respect to legisla-
tion and environmental norms

• Consult our Environmental Policy and your direct manager 
if you require further guidance

Our members uphold a good working environment which 
respects the hygiene and security norms of each country as 
well as the AGE policy on the health and security of 
our workers.

AGE will work to identify opportunities to improve our envi-
ronmental performance and reduce environmental risks

Environment, 
Health and 
Safety
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This Code of Conduct should be delivered to every AGE 
member. Each member and network employee is required  
to follow this code and promptly report possible violations to 
their direct manager. Silence can be considered as a violation.

If you contact AGE, we will make every reasonable effort 
to maintain your confidentiality. This commitment is made 
to encourage you to provide specific detailed information 
so a thorough investigation can take place and the issue 
resolved as quickly and effectively as possible.

• You should report issues that you believe have not been 
appropriately resolved

• You should cooperate completely with investigations of pos-
sible violations and provide complete and truthful information

• You are required  to cooperate with any internal investiga-
tion whether undertaken by AGE or your company

Respect for the 
code of conduct
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• You are not authorized to act illegally or unethically, even 
when doing so may seem to be in the interest of AGE, or if 
a manager or any other employee has directed you to do so

• No one will be punished or reprimanded for sharing infor-
mation about inadequate behavior that is against this Code 
of Conduct of AGE, or if a supervisor or any other employee 
has directed you to do so

• No one will be punished or retaliated when sharing infor-
mation’s about an inadequate behavior that is against 
this code



AGE CODE 
OF CONDUCT 29

If you have any questions or concerns about our Code of 
Conduct or possible violations of the code, policy or the law, 
you must voice your concerns immediately. Bring the issue 
to the attention of any following resources:

• Your immediate manager

• Any member of management

• Any local human resources leader

• Any lawyer in the legal department if existent

• An AGE representative

Raising Concerns 
and Getting Guidance
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AGE builds strong relationships with suppliers, customers 
and communities and sometimes a modest gift and charity 
donations are appropriate.

However, when people exchange gifts or make charitable 
donations in a business context it can sometimes be con-
strued as a favor, or bribery, in order to influence judgment.

Good judgement and common sense are critical to deter-
mine the legitimacy of the gift or donation. To determine the 
appropriateness and legality of the gift or donation, follow 
the rules below:

• Charity donations should be approved by the CEO

• Any gift received or offered should be of a reasonable 
value and not exceeding §250,00 in value

Business Integrity

Gifts, Hospitality and 
Charitable Donation
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• Asking for a gift or favors from any member, supplier, insur-
er, government official or business associate is not allowed

• An implied promise of a charitable donation for any type of 
favoritism from the receiving party is not allowed

• Do not offer or allow payments or gifts of any value to gov-
ernment officials without the authorization of the AGE CEO 
and board members

• Do not accept anything that is illegal or could affect the 
employee’s ability to perform their responsibilities

• Do not give or accept gifts that exceed $250,00. Anything 
that is above this value should be approved by your manager
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A conflict of interest happens whenever you have a 
competing interest that may interfere with your ability 
to make an objective decision for AGE.

Conflicts of interest can also arise if you or a family 
member receives improper personal benefit as a result 
of your position within the company.

You should:

• Avoid conflicts of interest whenever possible

• Always make business decisions in the best interest 
of AGE

• Disclose any relationship that can create a conflict 
of interest

Conflicts 
Of Interest
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On some occasions you can find yourself in a situation 
where you are working with a close friend that works for a 
customer, supplier or competitor. Since this type of situation 
can cause a potential conflict, you should disclose your 
situation to your manager.

Every one of us, regardless of position or relationship with 
AGE, has an obligation to make sure that the information 
we contribute to our records is complete, accurate, accessi-
ble and protected.

Friends
and relatives

Managing Business 
Records
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We support fair and honest competition in the open market. 
We believe that competition promotes efficiency, encourag-
es innovations and is of the best interest to our consumers.

Competition laws, which exist in most countries, help to 
preserve fair and honest competition. 

We will not ask our suppliers for information about our com-
petitors and you should not discuss prices, sales plans or 
volumes with competitors.

Conducting 
Commercial Activity 
Lawfully and With 
Integrity
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Each of us are responsible for protecting our network prop-
erty and resources.

All emails, conversations and materials we hold are confi-
dential until disclosure is authorized. Failure to protect and 
manage our information can impact our business.

When managing personal data, follow these rules:

• Ensure that the data is accurate, relevant, securely han-
dled, not excessive and not held longer than necessary

• Ensure we work with all local data privacy laws

• Ensure that individuals who provide personal data know 
who will have access to their data and for what purpose

Protect our assets 
and ideas
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