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CPA Behavioral Transformation

The Consumer Protection Act differs from previous similar legislation in that compliancy will not simply come
from adjusting products and services but instead will require a complete transformation of internal behavior in
order to manage risk. The behavior Outcomes that the Act applies to are mostly deep rooted in the internal
functionality of the organisation and out of the direct control of the employees traditionally responsible for
customer service.

Depending on the type of business and its size the solution could vary considerably thus we have put together
a range of products which start with simple Awareness services and work up to full in-depth consulting
interventions for the more complex needs of larger organisations.

The Madeasy™ approach to tackling this challenge follows a 3 stage incremental process:

1. Awareness and understanding
e Supply of the book by Adv. Neville Melville interpreting the act in easy to understand terms. This book
is very useful in bringing about a wide base of understanding and should be supplied to all managers
or key staff.
e Presentations of the Act and its impact (1 hour introduction or 3 hours for a detailed overview)

2. Readiness Assessment
e Desktop readiness assessment by Madeasy Associate
e Detailed on-site readiness assessment by Madeasy Associate

3. Behavioral Transformation
e Business impact work session (1 day session to enable key managers to produce an Action Plan)
e Action Plan, Policy and Standard Operating Procedures and shop floor training
e Role Accountability Mapping and Behavioral Transformation Change Management
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The most effective solution to organisation-wide behavioral transformation lies in a process called Role
Accountability Mapping which relates the day to day functions of all relevant employees to the
behavior Outcomes contained in the Act and then monitors the impact of change and compliancy on
an ongoing basis.

The Madeasy Tool Set for Associates enables them to effectively deliver any of the aspects of the 3 stage
approach that they choose as well as access to the Madeasy consulting community to sub-contract or
introduce other Associates to carry out those aspects they do not see as their core business for an
introductory commission.

The up side of this is that the Associate can deliver an end-to-end solution to their clients as well as providing a
long term solution to many other Business Improvement issues as the exercise brings about organisation-wide
focus on a common purpose enabling the effective implementation of strategic goals, service delivery and
other business improvement objectives.

Associate Package:
In a nutshell, you receive the following:
e Associate introductory Training on the Consumer Protection Act (the Act) and the 3 Stage
approach together with 1 hour and 3 hour introductory Presentations to use and a copy of the

book; The Consumer Protection Act made easy by Advocate Neville Melville,

e Your organisation will b e thawsw.matleasyrwalza webditd; i nd a
together with a short description and a link to your website,

e You will benefit from the marketing of the site and the book (The Consumer Protection Act
made easy),

e Use of the Presentations, Business Impact Work Session Materials, Role Accountability Tool
Set (RATS) and methodologies and a single-user version of the behavior transformation
software if required,

e Use of the Training Presentations and discounted rates on materials and training packs,

e Access to our team of consultants and the Madeasy community to supplement your project
resources and offer your own skKills into,

e Two way commission referral agreement with ourselves as well as other Associates,
e Use of the DipStick reporting and detailed reporting on-line assessment tools (as seen on the
www.madeasy.co.za site) at 40% discounted rate to provide your clients with a readiness

assessment,

e A 40% discount on the book, The Consumer Protection Act made easy, to resell to clients.

Cost to become an Associate - R10,000 induction fee.




Optional extras:

Business Impact Introduction Training: (introductory training on this product is
included in the Associate training but this is available should the Associate desire

further training to present this material)

We have developed material for the Associate to assist the client to explore the impact of the Act in
terms of generic functional areas of a business. The structure is the same as the on-line assessment,
the detailed readiness assessment and the Role Accountability Models so as to provide continuity.

We will enable our Associates to facilitate these work sessions - Cost to train Associated6 s  ori tleef f
material i R2,000 per person (1 day) and an additional R2,000 should they require the 1 day training
in facilitation skills.

Having successfully completed the course an Associate will then qualify to facilitate the work sessions
themselves and charge their clients for accordingly. They will then be required to pay Madeasy a
royalty for each person attending a work session at a cost of R200 per person.

The fee the Associate charges their client will up to them, however we will be charging R1,200 per
person per day with a minimum of 8 people.

Role Accountability Consultant Training: (should the Associate wish to develop in-

house behavioral change management consulting expertise)

This training will enable a Madeasy consultant to conduct a Role Accountability Mapping intervention
into a client site using the RATS software and methodologies in order to manage behavioral change -
R 4,000 per person

Business opportunities using Madeasy behavioral transformation
tools in the 3 Stage Approach:

The Consumer Protection Act Made Easy Books
Per book (bulk discounts and branded books with industry-specific customisation for large organisations or
associations negotiated) - R180 (Associatecost¢ R108 + delivery

Introduction Presentations to the Consumer Protection Act
Introductory presentations — 1 hour introduction R3,000 or 3 hour detailed overview R5,000
- this is the pricing we will be advertising (Uuse ofPresentation material i$-ree toAssociate)

The one hour presentation runs through the Madeasy business impact interpretation of the CPA at a high level
and is aimed at giving the audience a broad understanding of what the Act covers in only one hour. The
product should be used as a high level general awareness tool for all staff or as a CPA overview speaking
engagement or boardroom overview.

It is not suitable for the purpose of creating a practical level of understanding of how the Act could impact a
business or as a foundation from which an action plan could be produced.

The three hour presentation goes through the same Topic structure as the one hour but in greater depth.
Presentation Reference Manuals containing additional more detailed material are available for an additional
R150 each. This product can be used in a very small business environment as a platform from which an action
plan could be produced or as a prelude to a strategy session — it is not suitable for larger more complex
organisations’ Action Plans; the Business Impact Work Session product is aimed at assisting multi-
departmental environments in this regard.



Business impact work session (1 day session to enable key managers to produce an Action
Plan for the way forward)

Exploratory work session to provide a level of understanding as to the CPA’s potential to impact various
functional areas of a business. This will equip key managers with a practical understanding sufficient to
produce an action plan for the way forward - (per person, minimum 8 people) — R1,200 (includes manual)
(Associateroyalty cost perdelegate¢ R200 orearn referral commissiorof 10%9

This product takes the same Topic structure used in the three hour presentation but examines them in greater
depth as well as facilitating discussion as to how the various areas of the business could be at risk and what
issues should be investigated further. This product lays the foundation upon which the Action Plan, Policy and
Standard Operating Procedures can be produced and also provides the correct inputs for the use of the Role
Accountability Behavioral Management tools in very large or geographically disparit environments.

Implementation Action Plan (Plan assigning implementation responsibilities)
The inputs from the Business Impact Work Session are consolidated into an Action Plan using a Critical
Behaviour Matrix tool (the use of this is free to the Associate)

Policy and Standard Operating Procedures
The information contained in the Critical Behaviour Matrix is structured so as to produce policy and Standard
Operating Procedures with ease (the use of this islsofree to the Associate).

On-line DipStick self assessment
A self assessment on-line questionnaire provides free DipStick report or detailed analysis - R500 (AssotateQ a
commissiong R200)

Readiness desktop Analysis

CPA consultant will spend around 3 hours with an informed member of staff and fill in a detailed questionnaire
from which a detailed report will be produced — we have found that the market is happy with charges around
the R 3,000 mark (Associatecost to use the odine assessment toclR300)

This product is a complex checklist that covers potential risk issues in all areas of a business and produces a
DipStick analysis of the answers given as well as a detailed interpretation of how the Act could affect all the
areas of a business. It is a useful method to demonstrate to an organisation the need for a comprehensive
cross-cutting Action Plan.

Detailed Readiness assessment

CPA consultant will spend time with a team from each business section and fill in a detailed questionnaire
after which they will visit each section and further assess readiness. Following the desktop and physical
assessments a detailed readiness report will be produced. - Quote required (Associatecost to use the osine
assessment tool R300)

Behavioral Transformation - CPA Role Accountability intervention

This powerful combination of software and methodologies will enable Associates to implement the
transformation project necessary for the client to be ready for the Act as well as sustain the new behavior
model in the long term. The Associate will need to undergo additional training in order to become proficient in
the use of the tool set and this will vary from Associate to Associate.

The investment made will benefit the Associate in the long term through both ongoing license renewal
revenue as well as roll on business improvement consultancy, either directly or through referrals.

A team of Madeasy Role Accountability Tool Set (RATS) consultants will take the organisation through a Role
Accountability Mapping exercise to identify sound practice behavior for individual employees. This exercise
will not only identify behavioral changes required by the CPA but will also enhance productivity and balanced
business behavior and implement an outcomes-based business performance system.



- Quote required but anything from R20,000 upwards dependant on the size and complexity of the client
organisation. The use of RATS is included in the Associate induction fee and the Associate receives a single-
user license and the software to use as a tool. However, should the client wish to run the system in-house with
the aim to taking it beyond the CPA application, then they would be charged a reduced first year license of
R10,000 and an ongoing annual license and support fee of R50,000 thereafter, (the normal 10% referral
commission applies should th&ssociatenot choose to deliver the solution themsaids

Large Group Company Solution

A consulting team can examine the specific needs of a large Group Company and assist with the Strategic
planning and implementation approach and roll-out using combinations of the above products and other more
specialised methodologies. The implementation tools include eLearning and knowledge retention analysis as
well as ongoing knowledge checks.

Shop Floor Behavioral Coaching

This coaching solution coaches shop floor staff using typical, practical scenarios. The solution is customised to
suit each organisation’s particular needs using multimedia tools and cost effective approaches (for example -
DVD's for ongoing training of new staff at each branch) R1,250 for the Full Training Kit, R499 for Disks only
Training Kits for each branch or R850 per delegate for classroom training. The costo an Associatdor the
Training Kit is R1,008nd R39%or the Disks Only Training KiThe use othe training materials(including
the presentations, etcjo train clients is subject tahe purchase of &200Training DVD for each person
trained.

Referrals and commissions

It is a general consensus that there will be more work generated by the Act than there are capable
resources that can handle it. In addition the business consulting disciplines required to deliver the
complete transformation seldom exist within any one consulting organisation.

Madeasy is therefore focusing on bringing together a community of CPA specialists to work in a
symbiotic relationship specializing in the different business consulting disciplines as well as industry
and business sectors 1 forging relationships for future opportunities.
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Web: www.madeasy.co.za
email: admin@madeasy.co.za Follow us on Twitter
Phone: John on (012) 991 7779 or 082 400 5225 www.twitter.com/madeasy
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