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	Brief
	SMSA Express major service objective is to have a satisfied customer at the conclusion of each transaction.

	Purpose
	Customer’s Satisfaction:	
The way the company responds to service failures is critical to ensure the company’s outstanding reputation for customer service.

Customer’s expectation:
The customer expects high quality service. When customers do not receive the service they expect, they remember and discuss it, especially if the service failure results in an unpleasant or lengthy interaction between the customer and SMSA Express.

	Responsibilities
	SMSA Service Center    Executive is responsible of making customers satisfied and received the services they expected. He should forward any complaint to his Area Supervisor immediately.

Area SMSA Service Center    Supervisor is responsible to :
· Handle promptly all customers’ problems and complaints.
· Coordinate with the Customer Services Department to resolve customer complaints.
· Customer’s complaints against SMSA Service Center    Executive should be forwarded immediately to the RRM.
· Report customer’s complaint to the RRM in a daily basis.

SMSA Service Center    Regional Manager is responsible to :
· Ensure that all customers come to SMSA Service Center    all fully satisfied.
· Report all customer problems and complaints to the National SMSA Service Center    Manager in a weekly basis.


	Guidelines
	SMSA Express’ employees are requested to:
· Satisfy the customer.
· Act enthusiastic.
· Provide correct information to customer.
· Display strong interpersonal skills.
· Demonstrate a professional demeanor and appearance.
· Use proper positive etiquettes/manners.
· Take extra steps.
· Being knowledgeable about SMSA Express services.

Customer’s complaints (problems) must be resolved within immediate response and absolute minimum number of contacts.

When resolution become complex, three things happen:
1. The customer’s frustration and his cost of service failure increases.
2. The customer’s goodwill is lost.
3. SMSA express workload increases.

To build a customer relations, avoid the following:
· Avoid giving customer wrong information, especially delivery commitment time.
· Avoid damage shipment.
· Handle customer complaints properly.
· Avoid service failures (delay).

for more information refer to Customer Service P&P

Procedure:

· Following SMSA Express policies and procedures will lead to deliver the service expected by the customer and gain his satisfaction.

· Proper handling of customer complaints is very important for customer’s retention.

· Handling complaints:
1. SMSA Service Center    Executive:
1. Receive complaint from customer (letter, email, fax, etc). 
2. If it is verbal complaint, advice the customer to write a letter, email, etc. the complaint should be documented.
3. Ensure that the complaints is including the primary information:
· AWB’s number.
· Customer’s name.
· Customer’s telephone number, fax, or email address.
· Contents
· Or any other needed information.
4. File the complaint.
5. Communicate the complaint to your supervisor.

2. Area SMSA Service Center    Supervisor:
1. Call the customer for more explanation.
2. Communicate the complaint to the Customer Services Department.
3. Follow-up with CSD until the problem solved.
4. Every effort should be made to respond to the customer within 24 hours.
5. Report every complaint to the RRM.

3. Regional SMSA Service Center    Manager:
1. Ensure every complaint through SMSA Service Center    has been properly communicated to CSD.
2. Ensure CSD has responded to the customer within 24 hours.
3. Customer complaint against SMSA Service Center    employee should be treated in coordination with HR.
4. A weekly complaint report should be send to NRM. (see Weekly Complaints Report – SMSA Service Center   )

4. National SMSA Service Center    Manager:
1. Prepare a monthly customer complaint report.
2. Ensure every complaint through SMSA Service Center    has been handled.
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