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	UAE-KEY ACCOUNTS POLICY
Owner/Department: IBU-UAE, Customer Service



	Brief
	All key Accounts request to be processed as per procedure.

	Purpose
	To provide a standard operating procedure in handling Key Accounts Customers.

	Responsibilities
	Key Accounts Agents: To follow up all key account’s customer shipments, to be pro-active and call customers in case of any undelivered shipments.
Customer Service Manager: - Responsible to ensure all key accounts customers shipments are followed as per policy.

	Guidelines
	Key Responsibilities: - 
 
Key Account Agent: -

· Follow up Shipments of Top Key Accounts Customers.
· Follow up with the concerned department, depending upon the nature of the issue.
· Accept call and action, depending upon the nature of the call. Forward calls to concern section in CS depending on the nature of call received from customer such as reverse pick up, tracing, or complaint. 
· Quickly and efficiently identify and analyze customer needs.
· Manage all incoming calls and deal directly with clients.
· Monitor all packages and shipments to ensure arrivals and deadlines are met 
· Ensure customer is attended quickly and proactive on follow up.
· Resolve customer queries and complaints by providing resolution for all shipping needs and request.
· Prepare Daily & Weekly Reports             

Management Role:

· Ensure all customers are handled as per guidelines.
· Proper coaching is given to all agents.
· Ensure all key accounts customers shipments are followed. 
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