	[image: ]

	Reverse Pickup Policy
                                           Owner/ Department: Customer Service



	Brief
	Customer Requests for Reverse Pickup for Domestic and International shipments are processed as per procedure.

	Purpose
	To provide a standard operating procedure for Reverse Pickup processed by Call Center Agents.

	Responsibilities
	Call Center Agents: To process Reverse Pickup as per procedure.
Call Center Manager: Responsible to ensure exact and correct information is provided by the agents while processing a reverse pickup. Proper Telephone Etiquettes are followed.

	Guidelines
	Procedure Call Center Agent:
 
Reverse Pickup – Domestic –  RPD
  
· Domestic Reverse pickup requests are received through Telephone, Email, Walk-in Customers and Internal Staff.
· Once agents receive the request, they should confirm the mode of payment.
· If account number is provided, it should be confirmed whether it is Active or Prospect. 
· Prospect customers should be informed the payment should be in cash.
· For cash customers, check the rate list and inform the customer the amount to be paid. The customer is then directed to any SMSA Service Center to remit the amount.
· SMSA Service Center (SSC) agents should provide the customer with an invoice for the amount paid.
· Copy of the invoice should be forwarded to the Call Center for further processing.
· Invoice number is then forwarded to the agent at pickup location.
· Once payment mode and the pickup/delivery details are attained, the Call Center agent should fill the RPD form (attached) and email/initiate ticket to the location from where the shipment has to be picked up.
· Agents should ensure that customer is informed till the process is complete. 
· Follow up with pickup location till shipment is picked up.
· Once picked up provide the customer with the air waybill number.
· Call Center agents should process bookings for inbound reverse pickups as per booking procedures.	
· Inform the location call center or SMSA service center (SSC) about the booking number and tracking number once picked up.
· Before any Reverse pickup is processed the customer should be informed that this service is not guaranteed and delivery commitment can be given only after shipment is picked up.


Reverse Pickup –International– RPI
                
·  International Reverse Pickup requests are received through Telephone, Email and Internal Staff.
· After receiving the request, the agents check the International Inbound Rate list and inform the customer the transportation charges.
· Once rate is confirmed with the customer, agents should send a quotation form (attached) to account holders to confirm the payment.
· Agents should confirm the quotation form is signed and stamped (Company stamp) by the customer before reverses pickup is processed.
·  Cash customers are directed to SMSA Service Center (SSC) for payment of the transportation charges, customer is provided with a invoice and reverse pickup details are then forwarded to Call Center agent for further processing.
· The customer signs the RPI form (Quotation) for any weight discrepancies. 
· Once the payment mode is confirmed the Call Center agent opens a Reverse Pick up ticket through the system.
· Ticket is initiated with complete details of the shipper and consignee’s details.
· Ticket is queued secondary to the location from where the shipment has to be picked up.
· Call Center agent should ensure proper follow up is done and customer is informed till the shipment is picked up.
· Agents should confirm with pickup location before pickup the exact weight of the shipment.
· If weight of the shipment is more than the requested weight, agent should inform the customer and the payment mode of the remaining weight should be confirmed.
· Agent should inform Operation department if there are weight discrepancies and ensure for cash customer the difference is collected while delivering the shipment.
· For account holders the difference is automatically billed to their account, the customer should be informed before hand.
·  For Outbound Reverse Pickup requests, the call center agents should check their unassigned tickets every hour.
· If shipment is to be picked up from their location, the customer should be called, location details should be taken.
· Booking should be processed, with all the details mentioned on the booking screen in system.
· Agents should ensure the account number is mentioned on the ticket by the location requesting for pickup.
· Monthly report (form attached) should be submitted to the Finance department.
· Before any Reverse pickup is processed the customer should be informed that this service is not guaranteed and delivery commitment can be given only after shipment is picked up.
· Agents should ensure all ticket should be opened and closed as per Ticket policy and procedure.

Management Role:
              
· Ensure for all Reverse Pickup requests are processed as per policy and procedures.’-
· Ensure Tickets for International reverse pickup is processed as per Ticket policy and procedures.
· Proper coaching and training should be imparted whenever required.
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