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	CS Contingency Plan

Owner Department: Customer Service



	Brief
	This process should be used as guide for communication with customers in event of emergency incident occurred to the customer property or services offered by SMSA. This plan is considered part of contingency overall plan with regards to business continuity project.

	Purpose
	To provide guidelines to CSD how to communicate with the customer in event of emergency incidents. 

	Persons Affected
	All customers

	Responsibilities
	Customer Service supervisors: To ensure the communication plan in place at time of emergency. 
Customer Service Manager: To ensure the appropriate action is taken according the contingency plan process.  

	Guidelines
	   Contact Center: 

· In case of major impact on contact center systems :
· The Contact center has already set a procedure to reroute customer calls in case of emergency to a unified IVR message which states that contact center is temporary in offline condition and in order to continue utilizing SMSA services, customers may use the customer support channels through SMSA website, SMSA social media channels.

· Major customer requests will be handled manually during the system failure stage as follow:

- Pick up requests (Bookings) will be handled through manual process and unified record with dispatch – operation teams to track all customer bookings status.

- Delivery request will be updated in unified shared record with operation team to act on customer delivery request physically. Each delivery request status will be updated manually till completion.
- Customer complaints will be logged manually in the unified record and customer care team will act on the requests in coordination with operation team.
 - In case of any major impact on customer properties (shipments) such as bulk lost or SMSA vehicle accident leads to damage then:

· Operation team will gather all the information and manifests relating to the affected shipments.

· Operation team will pass the required incident details including the customer shipments details to Customer Care group.

· Customer care group will contact the customer and notify him/her with the suitable settlement and the financial consequence (if claim raised by customer).

· In case of an impact on the service offered to the customers such as extensive delay or temporary suspension (pick up or delivery) due to floods, war or weather condition then Customer Care supervisor will coordinate with IT department, Marketing or other concern department to have the following actioned:
· A dynamic bar will be placed on SMSA website announcing to customers that service in X city is affected due to (….) therefore please expect delay. 
· A post will be placed on SMSA Social media accounts alerting the customer on the affecting incident.
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