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	 Brief 
	Resolve customer’s problems through proper communication and ensure 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 grantee customer’s satisfaction. 

	Responsibilities 
	Customer service agent:    Ensure traces are updated and information is passed to the customer. 

	Guidelines 
	Procedure Trace Agent:  

· International and domestic traces are processed through Core. 
· Customer service agent should check their unassigned screen every hour for unassigned traces
· Each time a trace is initiated, the customer service agent process on the trace should be performed within 24 hours. 
· While opening a trace, complete details should be obtained from the customer e.g. shipper's name and other contact details, Consignee’s name, and other contact details.  
· Information should be updated based on the nature of the request whether it is a service failure complaint, address change, claims request, or any special pre-alert request. 
· Detailed information should be provided for the destination to assist or resolve any issue. 
· Trace should be assigned to the customer service agent from the unassigned screen. 
· Proper follow-up should be done by the customer service agent till the problem is resolved. 




 
 
	
	· Customer service agents should check email periodically for urgent requests from customers. 
· Customer service agent should communicate through email ,telephone or ticket with operations and SMSA service center (SSC) department for problem resolution or for any special requests from customers. 
· All compensation claims once approved should be forwarded to the claims In charge for further processing. 
Management Role: 
· Ensure all traces are processed as per SMSA benchmarks. 
· Proper coaching and training should be imparted whenever required. 


 
 

















	


[bookmark: _Hlk141265742][bookmark: _Hlk144025011][bookmark: _Hlk141600243]Page 1 of 1	             Uncontrolled copy if printed	
image1.png
SIS L





