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	                            Quality of Service Policy
                                         Owner/ Department: Quality & Risk Management



1. Purpose

This policy outlines SMSA’s commitment to providing consistent, high-quality services that meet or exceed customer expectations. It promotes accountability, continual improvement, and service excellence across all operations. The policy aligns with SMSA’s Integrated Management System.

2. Scope

This policy applies to all SMSA departments, facilities, and operational units involved in customer service and service delivery, across all locations where SMSA operates.

3. Key Customer-Related Processes

SMSA maintains a structured quality control approach to ensure reliable and customer-focused service. This includes:

· Performance monitoring at the department level

· Mystery shopping, when needed, across selected service channels

· Quality control sampling based on operational needs

· Internal audits of all SMSA departments and facilities to validate compliance with service standards

The selection of review methods is based on channel type, service impact, and business priorities.

4. Customer Service Assessment

Customer service performance is manually tracked using Excel dashboards or approved internal systems at the department level. Areas of focus include:

· Number and type of customer complaints (major and minor)

· Complaint patterns and root cause identification

· Effectiveness and timeliness of resolution

· Customer feedback from operations, service centers, and management discussions

· Performance against service level targets

· Incidents involving lost or damaged shipments

When service levels fall short or procedures are not followed, corrective and preventive actions must be implemented. Departments are required to retain assessment records for a minimum of two years and communicate results with relevant staff.

5. Service Quality Benchmarking (If required)

Where relevant, SMSA may benchmark service quality against internal goals or external references. This may involve comparison of performance indicators or industry practices to identify gaps and improvement opportunities.

All benchmarking data will remain confidential and be retained for no less than two years.

6. Sustainable Customer Service Improvement

SMSA encourages continuous improvement through:

· Implementing actions based on service assessments and internal findings

· Conducting employee briefings and refresher sessions

· Reviewing and adjusting processes.

Improvement actions are tracked and adjusted to ensure their effectiveness over time.

7. Internal Self-Inspections and Compliance Monitoring

All SMSA departments and country-level offices are required to perform regular self-inspections to verify compliance with internal service standards. These inspections:

· Use forms defined in the respective department policies and procedures (i.e. pup manifest, POD sheet, seal register, etc.)

· Serve to confirm that operational processes are being followed

· Help identify potential areas for improvement before formal audits

All records of self-inspections must be maintained by the respective department.

8. Communication

Service quality goals, assessment outcomes, and improvement updates are communicated across all SMSA departments to ensure that employees understand expectations and support consistent delivery.

9. Alignment with Integrated Management System, ESG and GRC

This policy directly supports:

· The Integrated Management System, by establishing consistent quality practices across all SMSA operations

· Environmental, Social, and Governance (ESG) values, by ensuring ethical, inclusive, and responsible service delivery

· Governance, Risk, and Compliance (GRC) principles, by reinforcing internal controls, data integrity, and transparent reporting

10. Related Documents

· Internal Audit Procedure – DOC# 517

· Management Review Procedure – DOC# 515

· Internal Audit Checklist – DOC# 4757
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