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SMSA Express Transportation LLC
P.O. Box 36670 Dubai, U.A.E

	Complaints and Claims Policy 

Owner: Director, Sales &Marketing 
Department: Customer Service



	Brief
	All Customers complaints received through various sources are processed as per the policy

	Purpose
	To provide a standard operating procedure for handling complaints and claims processed by customer care agents.

	Responsibilities
	Contact center agents: to ensure all major & minor complaints received through contact center directed to customer care entity.

Customer care agents: to ensure that each complaint & claim is handled as per policy and procedure.

Customer Service Supervisor:  to ensure that complaints & claims handled by customer care agents are handled as per policy and procedure. To sample the handling of customer complaints by customer care agents and to report the same.

Customer Services Manager: to ensure that complaints & claims received by customer care entity are handled as per policy and procedure. To sample the handling of customer complaints by the Customer Care Unit.

	Guidelines

	1. Complaint classifications:

     1.1 Major 

· Lost

· Lost & found 

· Missing piece 

· Damaged 

· Misbehaving 

· Extensive delay 

Extensive delay to be classified as below:

· SPOD: delivery after 12:00 AM on commitment day.

· SPOP: delivery after 12:00 AM on commitment day.

· SSD: since the cut off time depending on the flight available so to check with line haul about commitment time given to customer if it is delivered after commitment time so it is considered as extensive delay.

· IP: if it is not met the commitment as per system.

· Any service failure leads to Extensive delay i.e. (misrouting, wrong delivery, switching AWB, accepted with incomplete address or recipient details, no update in system, HAL without request).

  1.2 Minor

· Prohibited item accepted (Example, items are accepted and later on they get delayed or rejected by customs because they are prohibited)
· RPD – RPI was not processed (upon customer request)
· Retail (opening – closing)

· TC refund (incase service canceled)

· D&T refund

· RTS without notification

· Stop shipment failure (incase the customer requested to stop the shipment)
· Missed pick up

· Late pick up.

2.Compliant Tracking methods:

2.1 Core system will be used for recording and processing all complaints. The same is to be communicated to the concerned department’s heads.

2.2 To track all complaints received by various correspondence methods as below:

· Fax:  the contact center in charge will initiate a ticket for any compliant received by fax and daily report to be prepared and forwarded to customer care supervisor.
· Calls: any complaint received through contact center should be transferred to customer care group after initiating a ticket through Core System.

· Emails: the dedicated customer care agent for Info UAE will initiate a ticket for each received complaint.
· Internal communication: all departments (Retail, Sales, Operation…Etc) to use one of two methods; calling 600 527225 or initiating a ticket assigned to customer care group.

· Walking customers: To open a ticket by Customer care agent each walking customer and to be monitored by Customer Service Supervisor. Reports with regards to received customer complaints will be issued with ticketing system.

· In case of Retail Walking Customers: Customer may initiate the complaint through 600 527225 or through the ticketing system, where the ticket reference number will be given to the customer to track his complaint.  

· Customer care agent will categorize any unreal compliant as an invalid ticket and same ticket to be re-assigned to the supervisor of the staff who initiated the compliant.
· On the other hand, no ticket is to be re-assigned as an invalid (by customer care agent) while it is valid.
· The customer is to be updated with ticket number for each compliant.
 3. Acknowledgement & Call back:
3.1 For the time being; the agent who received the compliant will advise the customer to give his reference (email, mobile, Etc) for acknowledgment and there is a possibility to be done by sending SMS or email as an auto reply after ticketing.

 3.2 Acknowledgment of received complaints to be with 1 business day according to the correspondence method (to acknowledge the customer through the same correspondence method, Fax, Mail, call, Etc).

 3.3 Customer service supervisor is entitled to sign acknowledgment letters sent by fax, except if it is governmental communication that required signature to be by the Authorized Signee.
3.3 Official response letters with regards to customer complaints are to be approved with initials by legal department and customer care.
 3.4 Key account customer’s complaint acknowledgment or official response letters to their complaints are to be approved with initials from sales department, legal department and customer care.

3.5 Customer care agent will update the customer if the case is delayed, in advanced way; escalation functionality within Core system can enable us to notify this delay to customer.
3.6 To acknowledge customers upon any changes in complaint status.

3.7 In case of major complaints to acknowledge the customer about the time frame.

3.8 To update the acknowledgment in same ticket in order to be easily tracked.

3.9 Call back option within ticketing system can be selected for further update to the customer.

3.10 The customer is to be informed once the case is closed where he will be updated with the status of his complaint/claim.

4. Investigation 

4.1 Investigations to be through Core system and tickets to be assigned to concern department. 

4.2 The time frame of investigation by customer care group is to be 7 business days for major complaints & 3 business days for minor complaints.

4.3 For further investigation by other departments, the case to be forwarded to appropriate management for investigation and recommendation.

4.4 The time frame to process the claim by the Customer Care Group after receiving the investigation results / recommendation is 1 business day.

4.5 Investigation should include checking if the shipment was handled in each department as per policy.

4.6 To update the appropriate management to investigate the case and to update customer care with conclusion.

4.7 Any lost, missing item case to be forwarded to QRM for further investigation and not to be processed without QRM recommendation unless there is a clear written instruction from QRM side to process the claim before they provide the investigation report.
4.8 Lost & missing piece complaints:

· In case of (un-insured), to acknowledge customer that his case was received and it is under investigation and he will be informed that he will be qualified to get up to limit of liability.
· In case of lost or missing piece (insured), to acknowledge the customer that his case was received and it is under investigation and will be subject to negotiate with insurance company and he will be informed that he will be qualified to limit of liability and the result of investigation & negotiation will be communicated to him as soon as its concluded & he will be informed about the time frame to process his claim. 

4.9 Damaged shipment complaints:

· To ensure that it was accepted according to shipment acceptance policy.  

· In case of un- insured shipment to acknowledge customer that his case was received and it is under investigation and he will be informed that he will be qualified to get up to limit of liability.

· In case of insured shipment to acknowledge the customer that his case was received and it is under investigation and will be subject to negotiate with insurance company and he will be informed that he will be qualified to limit of liability and the result of investigation & negotiation will be communicated to him as soon as its concluded & he will be informed about the time frame to process his claim.
4.10 Claims exceeding limit of liability to be raised to the Voice of Customer Committee (VCC) where customer can receive more than limit of liability; see VCC policy. 

4.11 International claims to be processed by Trace officers & ticket copy to be attached to the paperwork (PPWK).

4.12 After claim processing; claim should be forwarded to concern finance department.
 4.13 After receiving the update from finance department; customer should be acknowledged.

4.14 If the shipment is insured to update the insurance concerned in finance department within 48 hours that compliant about insured shipment was received.
5. Paperwork (PPWK):
5.1 All supporting paperwork to be attached to the ticket initiated.

5.2 Lost & Missing item complaint PPWK:

· AWB copy.

· Customer complaints register form.

· Origin outbound manifest copy.

· Destination inbound manifest copy

· Incident report from concern. 

· Indemnity or insurance form + invoice.

· Investigation history.

5.3 Damaged shipment complaint:

· AWB copy.

· Customer complaint register form

· Indemnity or insurance + invoice.

· Damage inspection report prepared in presence of customer.

· Investigation history.

5.4 Other cases:
· AWB copy (if needed)
· Investigation report.

· Customer’s register form (in case customer is asking for compensation).
6. Authority matrix:
6.1 Claim form to be prepared by customer care agent.
6.2 CSD Manager or Customer service supervisor is entitled to approve the claim and to sign it up to limit of liability (SR 375/-) or limit of liability + transportation charges, maximum, if the customer is insisting for high compensation for customer satisfaction.

6.3 Customer Care agent is entitled to chose the best solution to settle the claim with customers to achieve customer satisfaction and to reduce consequence cost (FOC, discount, to compensate the customer less amount; for example, if the customer accepted partial refund.

7. VCC Policy:

7.1 Criteria:

· For any exceptional cases (Sales recommendation, Retail recommendation, CSD, etc.) 

· For any compensation case which is exceeding limit of liability, and no insurance applied.

· For insured shipments which was refused by insurance company and customer insists to be compensated with a value more than limit of liability + TC.

· It could be initiated for both cash and credit customers.

· VCC will consider the revenue for Corporate Accounts.
7.2 Involved Parties (in sequence):
· Permanent members:

1- Director IBU.
2- Country General Manager IBU.

3- Customer Service Manager
4- Legal department.

5- Head of finance department.

6- MD.

· Other parties will be involved as per case type:

· Head of Sales department (in case of corporate customers)

· Head of Operation department (if Operation are involved)

· Head of Retail department (if Retail are involved)
7.3 Mechanism:
· VCC is to be initiated through ticketing system for approval by sequence flow as mentioned above (Phase 2)
· Ticketing system to be updated with VCC claim selection in case type drop down list.
8. Reports Associated with Customer complaints handling.

· Root cause analysis reports will be updated regularly by the Customer Care Group and will be submitted in monthly basis to CSD Manager, Customer service supervisor. QRM will have access to the Root Cause Analysis report for the purpose of quality assurance through record review verification.

· The Customer Service Supervisor will sample the handling of customer complaints by customer care agents and will report the same to the CSD Manager. 

· The Customer Services manager will sample the handling of customer complaints by the Customer Care Unit. This will be reported and monitored as a KPI.
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