9.11.1 
Drafting a customer service policy in line with the CPA
	Steps
	Checked

	1. Determine the goals for the customer service policy
	

	2. Compare your customer service goals with the policies followed by your major competitors
	

	3. Relate customer service goals to the mission of the company
	

	4. Assess customer rights as per the CPA (see Section 9.11 Compliance with the Consumer Protection Act)
	

	5. Review other legislation applicable to your business
	

	6. Identify explicit and detailed procedures that will aid in the achievement or attainment of each goal
	

	7. Draft specific standards and guidelines that apply to each procedure
	

	8. Pilot the policy with a select group of support personnel and customers 
	

	9. Train ALL staff in the specifics of the new customer service policy
	

	10. Ongoing requirements

10.1 Review of policy

10.2 Customer feedback
	


