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	Overview
	 updates package tracking information in Cosmos when a service delay occurs.

	Person Affected
	All Operations, Retail, Customer Service, Sales, Customers

	Instruction
	Responsibilities:
 
Service Assurance Leader liaises with the GSP (Global Service Participant) coordinates in -GSP operations. 
 
Guidelines for Handling Service Delays: 
 
Definition:
 
A Service delay is any condition that affects the ability of personnel to deliver shipments by the scheduled commitment time. Conditions that may create a service delay include
 
· Weather
· Late aircraft
· Natural Calamity 
· Perils of the air
· Public enemies
· Public authorities acting with actual or apparent authority on the premises
· Authority of law
· Riots, strikes, curfews, bomb blasts & other local disputes, or civil commotions

 Importance of Service Delay Update
 
Package tracking requires coordinated information gathering (radio, Cosmos, and telephone) and record keeping. Package movement is recorded by the tracker and Cosmos optical scanning and exception entry.
 
Important: 

Exception information includes…
 
· Morning, evening, and delivery exceptions
· Service delay information
Entering Service Delay Information:
Comments indicating the reason for the service delay must be entered in the Cosmos Service Delay (SD) screen.
 
Service Delay Procedure Availability:
 
The service delay procedure is available in all international time zones.
 
Important: 

In the Far East, if the Service Delay (SD) screen is not available try again in few hours.
 
Service Delay Information Use:
 
The table below show who can enter service delay information in Cosmos and who uses this information.
 
	Employee
	Information Entry/Use

	International Ground Operations station and service centre employees responsible for movement, storage, and information concerning packages located in their operational areas.
	 Enter information about the delay (such as the amount of time each service area will be delayed and when HAL shipments will be available).
 Update information as conditions change

	Customer Service call center agents and customer service agents stations and service centers
	 Provide customers and  personnel with immediate response about recent or currently active shipments
 Record customer and  personnel POD requests
 Enter an exception request in Cosmos CQMC system if package status information does not satisfy the inquirer

	Hub and Over-goods (Where applicable)
	Enter information concerning packages located in and around the hub between each sort period.


 
Important: The Hub….


· Researches, identifies, and communicates location of packages
· Expedites packages.



Service Delay Procedures:
 
 As a location manager you are responsible for:
 
· Developing service delay procedures
· Ensuring that employees are trained
· Ensuring that location information is current in Cosmos
 
Location employees are responsible for:
 
· Collecting service delay information
· Entering the reason for the delay in Cosmos

Developing Service Delay Procedures:
 
Step 1: Implement Service delay procedures:
 
· Make sure service delay information is entered and updated in Cosmos.
· Make sure employees are trained in procedures for service delay.
· Monitor quality of employee’s performance using the Service Delay (SD) screen.

Important: Managers designate an employee to obtain and enter service delay information.
 
Step 2: Maintain Cosmos duty codes and information for location:
 
Make sure Cosmos Location Master Information (PF6) screen is current:
· Correct the airport ID where freight arrives for the station displays in INB field (Page1)
· Make sure all locations served by the station are listed (page9)/
· Make sure the designee has the proper Cosmos sign-in authority to use the service Delay (SD) screen.
 


Important: Duty codes that allow the designee to add and update service delay information are FO, SS, SM, SC, DS, TA, ES, SL, and TL.



Entering Service Delay Information:
 
Step 1: Enter service delay information.

Collect all service delay information that can affect the delivery commitment.

Enter the required information in the Service Delay (SD) screen (see figure 105):

· Minutes late of the aircraft or ground vehicle
· Specific cause of the delay 
· On-road or leave building time
· Estimated delivery time
· Available date/time for HAL
· Break down freight by freight type 
· Comments to indicate the reason for the delay
 
Important: Always….

· Enter service delay information immediately 
· Update the SC screen when conditions change
Important: 
Comments entered on the SD screen displays on PF6 for the delay date.
Step 2: 

Forward information to affected stations (applies to ramps only)

Create service delay information for your ramp location.
Forward service delay information to all effected down line-locations that are served by the ramp.
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