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	Brief
	Incoming requests for pickup schedules are recorded in the CORE System with comprehensive and accurate details.

	Scope
	Call Center Agents – Customer Support Agent

	Responsibilities
	The Customer Service Supervisor is tasked with ensuring that agents are gathering accurate information when scheduling bookings and that they adhere to proper telephone etiquette.

	Guidelines
	Procedure:
• Agents must start the calls with a formal greeting as specified by management, ensuring the correct pronunciation of their names. 
• During booking, inquire about the customer's company name and corresponding telephone number. 
• Open the customer file based on the account number; if not available, add details to the CORE booking screen.
 • Confirm or enter the following details in the CORE System Pickup screen for each pickup:

· Company Name

· Contact Person’s Name

· Telephone Number

· Extension Number

· Location

· Closing Time

· Pick-up Day

· No. of Packages

· Total Weight

· Account Number (verified)

· For Cash customers, check the rate sheet and confirm the rate.
· Package ready time.

· Ensure a minimum time difference of 1 hour between package ready time and closing time.

· For Heavy shipments, the time difference should be at least 2 hours.

· Incorporate special requests for air waybills or customs-related forms in the remarks box.

· Once all customer details are confirmed and entered, the pickup screen will display a booking number, which should be communicated to the customer as their booking reference number.

• Conclude calls by asking, "Is there anything else I can do for you?" 
• If the customer does not require additional services, close the call by saying, "Thank you for calling SMSA." 
• For booking cancellations, ask for the booking reference number, confirm details, and delete the booking from the CORE pickup screen. 
• In case of a misplaced reference number, retrieve the customer's company details from the pickup screen, check the booking number, confirm details, and then delete the booking. 
• When customers follow up on their pick-up request, ask for the booking number, inform Operations, and notify the customer of any pickup delays.
• Log any miss-pick complaints into the ticketing system as a missed pickup complain
Management Role

• Ensure systematic processing of all pick-up requests in accordance with guidelines.
• Conduct regular checks to confirm that all agents are aligned with the system and other resources required for the pick-up process. 
• Provide periodic coaching to agents for effective performance.
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