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	Incoming calls for pickup schedule are documented through CORE System with complete and precise information.

	Scope
	Call Center Agents

	Responsibilities
	Call Center Manager responsible to ensure exact and correct information is gathered by the agents while scheduling a booking. Proper Telephone Etiquettes are followed.

	Guidelines
	Procedure

· Ensure the telephone set is activated by logging in with their respective ID’s.
· All agents should open the calls with a formal greeting as specified by management and ensure their respective names are pronounced correctly.
· While making a booking asks the customer their company name and the corresponding telephone number.
· Depending on the customer acct no, customer file will be opened. 
· If customer file is not available on the list, add his details on CORE booking screen.
· Every pickup process, following details should be confirmed or entered into the CORE System Pickup screen.

· Company Name
· Contact Person’s Name
· Telephone Number
· Extension Number
· Location
· Closing Time
· Pick - up Day.
· No. of Packages
· Total Weight
· Account Number (which has to be verified). 
· If customer is a Cash customer, Check the rate sheet and confirm on the note text box, the rate to be collected by the courier.
· Package ready time.
· Ensure the time difference between the package ready time and closing time is not less than 1 hour.
· For Heavy shipments (Road Freight Service) the time difference between the package ready time and closing time should be 2 hours at least.
·  Special requests for air waybills or other customs related forms should be incorporated in the remarks box.
·   Once all the details of the customer is confirmed and entered the Pick-up screen will display a booking number which has to be informed to the customer. This number will be the customers booking reference number.

· If customer enquires about the commitment time, the agents should refer to the Delivery Commitment of HUB & SPOKE table.
·  All agents should close the call by asking the customer “Is there anything else I can do for you “?
·  If customer does not need any other service, Call should be closed by saying “Thank you for calling SMSA”
· If customer calls in to cancel his booking, Agents should ask the customer the booking reference number. Upon entering the number on CORE pick-up screen, customers details should be confirmed and then delete the booking. 
· Suppose the customer has misplaced his reference number, his company details should be taken and from pickup screen check his booking no, confirm the details and then delete the booking.
· When customer calls for follow-up regarding his pick-up request. Agents should ask the customer the booking number, inform Operations accordingly and if there is a delay in pickup, inform customer.
· If customer calls to follow up after his closing time, Operations should be informed to process the pickup. Also, agents should log the late pickup into ticketing system as late pick up.
· Any miss-picks complaints should be lodged into ticketing system as miss pick-up report. 

Management Role

· Ensure all pick-up requests are processed systematically and as per the guidelines.
· Conduct periodic checks to ensure all agents are in line with the system and other resources needed for pick-up process.
· Proper couching imparted to agents periodically.
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