Customer-Centric
Approach

Protection

Our Policy

KAW Protection Group (referred to as "KAW" in this policy) is committed to delivering exceptional security
services by adopting a customer-centric approach. This policy establishes KAW's dedication to understanding,
meeting, and exceeding our clients' needs and expectations, fostering long-term partnerships and ensuring
their utmost satisfaction.

1. Our Objective

The objective of this policy is to outline KAW's customer-centric approach in the security services industry,
ensuring that our clients receive personalized, reliable, and responsive security solutions. This policy aims to:

Understand and align our services with clients' unique requirements.
Provide exceptional customer service throughout the client journey.
Foster long-term partnerships and client loyalty.

Continuously improve our customer-centric practices.
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2. Understanding Client Needs

KAW shall prioritize a thorough understanding of our clients' needs, ensuring that our services are tailored to
their specific requirements. We shall:

a. Conduct comprehensive initial consultations with clients to assess their security concerns,
expectations, and objectives. This includes site visits, meetings, and discussions to gain insights
into their unique challenges, industry-specific requirements, and desired outcomes.

b. Employ active listening and effective communication techniques to gain a deep understanding of
clients' needs, actively seeking clarification when necessary and engaging in a collaborative
approach.

c. Utilize client information management systems to record and maintain accurate and up-to-date
details about clients' needs, preferences, and any specific instructions.

3. Personalised Service Delivery

KAW shall provide personalized service delivery to ensure that our clients receive the highest level of
satisfaction. We shall:

a. Develop customized security solutions that address the specific risks, vulnerabilities, and operational
environments of each client. This includes conducting thorough risk assessments, collaborating with
clients to develop tailored security plans, and implementing customized security measures.

KAW PROTECTION GROUP | Customer-Centric Approach



b. Assign dedicated account managers or client relationship representatives to serve as primary points of
contact, fostering strong and proactive communication channels. These representatives will possess
in-depth knowledge of clients' operations, enabling them to provide personalized support and address
any security-related concerns promptly.

c. Regularly review and evaluate the effectiveness of our services in meeting clients' expectations. This
includes conducting performance reviews, collecting client feedback, and actively seeking input from
clients on their satisfaction levels. Based on these assessments, we will make necessary adjustments
to enhance service delivery.

4. Proactive Communication

KAW shall maintain open and proactive communication with clients to keep them informed, engaged, and
confident in our services. We shall:

a. Provide clear and timely communication regarding service updates, incidents, and other relevant
information that may impact clients' security. This includes proactive communication channels
such as newsletters, bulletins, and regular reports.

b. Foster transparency in our operations by promptly addressing client inquiries, concerns, and
requests for information. We will establish designated communication channels, such as
dedicated phone lines, email addresses, and online portals, to ensure quick and efficient
responses.

c. Proactively inform clients about emerging security trends, industry best practices, and any
potential risks or vulnerabilities relevant to their operations. This includes sharing relevant
industry insights, conducting training sessions or webinars, and providing educational resources
to empower clients with knowledge and proactive security measures.

5. Responsiveness and Timeliness
KAW shall prioritize responsiveness and timeliness in our interactions with clients. We shall:

a. Respond promptly to client inquiries, requests for support, and emergency situations. We will
establish clear service level agreements (SLAs) that outline specific response times, escalation
procedures, and communication protocols. These SLAs will be communicated to clients and
integrated into our operational processes.

b. Regularly monitor our performance against SLAs, promptly addressing any deviations. In cases
where we are unable to meet agreed-upon response times or service expectations, we will
proactively communicate with clients, providing alternative solutions and mitigation strategies.

c. Implement efficient systems and procedures to ensure timely and accurate delivery of our
services. This includes utilizing technology solutions, such as real-time reporting and monitoring
tools, to streamline communication, enhance incident response times, and provide clients with
up-to-date information on security-related matters.

6. Continuous Improvement
KAW is committed to continuous improvement in our customer-centric practices. We shall:

a. Regularly evaluate our service delivery processes, soliciting client feedback through surveys,
interviews, and satisfaction assessments. This feedback will be used to identify areas for
enhancement and best practices.
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b. Conduct periodic customer satisfaction surveys or feedback sessions to assess our performance,
measure client satisfaction levels, and gather valuable insights into their evolving needs and
expectations. The findings will be analysed, and actions will be taken to address any identified
gaps or opportunities for improvement.

c. Encourage employees at all levels to contribute ideas and suggestions for improving customer
service. We will establish channels for employees to provide feedback, ideas, and
recommendations, fostering a culture of continuous learning and innovation. Recognize and
reward employees for their contributions to enhancing the customer experience and exemplifying
the customer-centric approach.

7. Partnerships and Collaboration

KAW shall cultivate partnerships and collaboration with our clients, fostering long-term relationships based on
trust and mutual respect. We shall:

a. Emphasize collaboration and open dialogue, working closely with clients to develop
comprehensive security strategies, plans, and procedures. This collaborative approach will ensure
that our security solutions align with clients' operational objectives and risk mitigation goals.

b. Actively seek opportunities to add value to our clients' operations, such as providing insights,
training, or educational resources related to security. We will engage in regular discussions and
strategic reviews with clients to identify emerging security needs and explore innovative solutions
together.

c. Regularly assess and evaluate our partnerships with clients, seeking feedback on the quality of
our collaboration and partnership experience. This feedback will be used to enhance our
partnership practices, strengthen relationships, and foster long-term client loyalty.

8. Employee Training and Empowerment
KAW recognizes that our employees play a critical role in delivering a customer-centric approach. We shall:

a. Provide comprehensive training to our employees on customer service skills, effective
communication, and the importance of a customer-centric mindset. This training will be
incorporated into our onboarding processes and ongoing professional development initiatives.

b. Empower employees to make timely decisions and take ownership of customer satisfaction. We
will provide them with the necessary authority and resources to resolve issues and address client
needs proactively.

c. Foster a supportive and inclusive work environment that promotes employee engagement,
motivation, and a shared commitment to exceptional customer service. We will encourage
teamwork, recognize outstanding customer service achievements, and provide opportunities for
professional growth and advancement.

9. Employee Training and Empowerment

KAW shall ensure compliance with all applicable laws, regulations, and industry standards related to customer
service, data privacy, and confidentiality. We shall:

a. Regularly review and update our policies and practices to align with relevant legal and regulatory
requirements, ensuring that we safeguard client information and maintain the highest standards
of data privacy and security.

KAW PROTECTION GROUP | Customer-Centric Approach



b. Conduct regular audits to monitor compliance with this policy and applicable requirements. We
will establish internal controls, reporting mechanisms, and accountability measures to ensure
adherence to our customer-centric approach.

c. Managers and supervisors shall be accountable for promoting and enforcing a customer-centric
approach within their respective teams. They will provide guidance, support, and resources to
empower employees in delivering exceptional customer service.
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