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	Tracing Policy
                                          Owner/ Department: Customer Service



	Brief
	Resolve Customers problems through proper communication and ensure 100% customer satisfaction by the end of every transaction.

	Purpose
	To provide assistance to customers with delivery information and resolution to service complaints and to resolve the problems to the customer’s satisfaction.

	Responsibilities
	Trace Agent:    Ensure traces are updated and information’s are passed to customer on a timely basis. Need to be pro-active whenever necessary.

Call Center Manager: Responsible to ensure traces are updated as per the trace procedures.

	Guidelines
	Procedure Trace Agent: 

·  All International outbound and certain inbound traces are processed through SMSA ticketing system.
· Traces are assigned to the trace agent’s CORE ID.

· There are two types of traces Primary and Secondary.
· Primary traces are those traces which are initiated at the origin by the Call Center agent or most of the time by Trace Agent.

· If the trace is initiated by the Call Center agents it should be assigned to the Trace Agent for further monitoring.

· Each time a Trace is initiated, Call Back process on the trace should be performed within 24 hours.

· While opening a Primary trace, complete details should be taken from the customer for e.g. Shippers name and other Contact details, Consignee’s name and other Contact details. 

· Information should be updated based on the nature of call whether it is service failure complaint, Address change, Claims request or any special pre-alert request.

· Once details are entered through the trace, ensure it is queued to corresponding trace location at destination.

· Detailed information should be provided in the dialogue column for the destination to assist or solve any issue.

· Information should be precise and legible as per the trace guidelines.

· Trace should be then assigned to the trace agent from the unassigned screen.

· Proper follow up should be done by the trace agent till the problem is resolved.

· Secondary traces are traces which are assigned to the trace agent from different location.
· Trace agent should check their unassigned screen every hour for unassigned traces.
· All secondary traces should be returned back to the location once the problem is resolved depending on the benchmarks as per SMSA and/or SMSA partners’ policy.
· Secondary Traces which are returned back should be noted and followed till it is closed by the Primary.
· Trace agent should have all Customs paperwork forms and should fax the completed form to destination whenever necessary.
· Trace agent should ensure all Primary traces are closed and Secondary traces are returned to the origin as per the Trace benchmarks.
· Trace benchmarks should be available with the Trace Agent, Customer Care Supervisor, Call Center Supervisor and National Customer Service Manager.
· Trace agent should check email and faxes periodically for urgent requests from customers.
· Trace agent should communicate through email or telephone with Operations and SMSA Service Center (SSC) Department for problem resolution or for any special requests from Customer.
· Weekly trace report should be duly compiled and sent to Call Center Manager and National Customer Manager.
· All claims once approved should be forwarded to the Claims In charge for further processing.
· Trace agent should periodically check SMSA ticketing system to view the trace performance.
Management Role:

· Ensure all traces are processed as per SMSA and/or SMSA partners’ policy.
· Check periodically SMSA ticketing system reports to view the trace performance.   

· Trace reports submitted by Trace agents should be analyzed and corrective improvement measures should be initiated.

· Proper coaching and training should be imparted whenever required.
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