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	         SDC Call Center Policy

                                          Owner/ Department : Customer Service



	Brief
	Incoming and outgoing calls for validation of addresses are documented through SMSA SDM with complete and precise information

	Purpose
	To ensure that all the shipments by call center agents are validated as per the set standards.

	Persons Affected
	Call Center Agents – SDC

	Responsibilities
	Call Center Manager responsible to ensure exact and
 correct information is gathered by the agents while validating address. Proper Telephone Etiquettes are followed.

	Guidelines
	· Call Center Supervisor receives by email the encrypted customer file from the bank 

· Prefix serial is added to the bank serial in file then uploaded in SDM 

· Each call center agent is assigned equal number of cards through SDM (screenshot 2)

· Call Center Agent calls customers to validate their physical addresses 

· All agents should open the calls with a formal greeting as specified by management and ensure their respective names are pronounced correctly

· Call Center Agent speak to customer in clear, courteous and polite manner 
· Customer is called on the number provided by the bank

· Complete name of customer is confirmed as provided by the bank

· Customer is informed the type of card and from which bank

· A detailed home or work delivery address is taken from customer  

· If delivery is to home the house number is recorded with names of street, area, landmark, etc (screenshot 3)

· If delivery is to workplace the following is recorded
a. company name

b. department

c. building name

d. floor number

e. office number

f. extension number

g. street name

h. area name

i. landmark

j. working time

· A delivery commitment time is provided to customer 

· Customer is informed his/her national ID card will be requested at time of delivery

· Once all the details are recorded the call is logged and a air waybill is automatically printed in Dispatch Room at SDC Ops or at respective bank (screenshot 4)

· After validation of address the SDM system sends SMS to customer with bank name, air waybill number, our phone number and delivery date (screenshot 5)

·  On first call attempt if the customer’s mobile is switched off or no response the system also sends SMS to customer for callback (screenshot 6)

· If the customer cannot be reached on landline or mobile the call is logged with date and time, reason updated and next call scheduled

· 2nd call will be done the next day at different time slot and logged

· On 3rd or 4th attempt after the call is logged the system will not allow further calls to be recorded

·  If the customer is abroad or refuses to receive the card the system will be updated with the reason

· In case the customer calls back for enquiry call center agent can track shipment details by customer name, air waybill number, mobile, P.O. box or ID number  (screenshot 7)

· Customer can also track shipment through SMSA website

Management Role:
· Ensure all validation calls are processed systematically and as per the guidelines.

· Conduct periodic checks to ensure all agents are in line with the system and other resources needed for validation process.

· Proper couching imparted to agents periodically.

· Daily Volume Report is sent to management and any report requested by bank or management
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