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	Brief
	Customer Care acts as a single focal point of contact for top 20 customers.

	Purpose
	To provide a standard operating procedure for Customer Care function

	Responsibilities
	Customer Care Representative: To provide superior level of service to the top 20 customers as per the policies and procedures.
Customer Service Manager: Responsible to ensure top 20 customers are provided the service as per policy and procedure.

	Guidelines
	Procedure Customer Care Representative:
                     
The Customer Care Representative provides the following services: 

· Personalized, specialized services for Top 20 accounts which need special care.
·  Co-ordinates with Finance department at the beginning of every month to determine the top 20 customers as per revenue.
· Corresponds through Email, Letter or Telephone with the top 20 customers.
· Pro-actively calls top customers and ensures they are satisfied with the services provided
· Directly handles all issues like tracking, tracing, booking, complaints and claims relating to top 20 customers.
· Ensures proper trace procedures are maintained while initiating or closing traces for top 20 customers.
· Ensures that any compensation to top 20 customers are forwarded to Claims in Charge for processing claims.
· Once claims are processed, arranges to compensate customer as per Claims policy and procedure.
· Ensures bookings are processed as per the procedures.
·  Makes occasional visits to customers with Accounts Executive.
· Ensures top customers receive supplies regularly.
· Holds weekly/monthly meetings with Sales department to inform them of any negative trends/problems/opportunities.
· [bookmark: OLE_LINK2][bookmark: OLE_LINK1]Provides a weekly Customer Care Report to the National Customer Service Manager.
· Co-ordinates with other departments to ensure that all service aspects of top customers are taken care of.
·  Supports the Customer Call Center whenever needed.




Management Role:
              
· Reviews and analyzes the weekly Customer Care Report.
· Ensures all top 20 customers are supported with all essential required services as per policy and procedure.
· Coaching and Training takes place whenever necessary.
· Ensures booking, tracking, tracing and claims are processed as per defined policies and procedures.
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