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	Tracking Policy                                                
Owner/ Department: IBU- EGY, Customer Service



	Brief
	Incoming requests for tracking air waybills are entered through the core system, and complete and accurate information is passed to the customer.

	Purpose
	To provide standard operating procedures for tracking processed by call center agents.

	Responsibilities
	Call Center Agents: To process tracking upon request
Call Center Supervisor: responsible for ensuring exact and correct information is provided by the agents while tracking a shipment. 

	Guidelines
	Procedure Call Center Agent:
[bookmark: _Toc50881872]		
· Ensure the telephone set is activated by logging in with their respective ID’s.
· All agents should start the calls with a formal greeting as specified by management and ensure their respective names are pronounced clearly.
· While gathering information about tracking, it should be ensured that the correct and exact air waybill number is taken from the customer. 

· Agents should advise the customer of the shipment’ status 

·   For the shipments where the customer does not have the air waybill number the agents should track the shipment by the mobile number.
· For any late delivery complaints, a ticket should be raised or mail to be sent to the operation to investigate the reason for the delay.   
· All agents should close the call by asking the customer “Is there anything else I can do for you?”
· If the customer does not need any other service, call should be closed by saying “Thank you for calling SMSA”.


Management Role:

· Ensure all tracking requests are processed systematically and as per guidelines.
· Periodic checks are conducted to ensure all agents are in line with the system and other resources needed for the tracking process.
· Proper coaching is imparted to agents periodically.
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