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	SDC Call Center Policy
                         Owner/ Department: IBU-KWT, 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.

	Person Affected
	Call Center Validation Agents.

	Responsibilities
	CS Supervisor / Team Leader are responsible to ensure exact and correct information is gathered by the agents while validating address. Proper Telephone Etiquettes are followed.

	Guidelines
	
Data and Call Allocation 
1. SDC  Supervisor / Dispatcher receives by email the encrypted customer file from the Client
2. Prefix serial is added to the bank serial in file then uploaded in SDM locally or through centralized SDC HO KSA
3. Each call center agent is assigned equal number of calls through SDM 

Call Center Agent Calls
1. Call Center Agent calls customers to validate their physical addresses
2. Customer is called on the number provided by the Client  

Call Script and Data Gathering 
1. Call Center Agent opens the call :- Hello Greeting ( Good Morning /Afternoon or Evening) - I'm (employee name) from SMSA – Am I speaking to Mr/ Ms. Customer Name – I am calling on behalf of (Client Name) and I have an (Details of the shipment) for you to be delivered. Can you please help me with few details so that I can validate your address and delivery location
2. Verify Complete name of customer and or CPR needs to be confirmed as and validation process. The details are compared with the data we have from the Client and reflecting on the SDM. 
3. If customer request delivery is to home the following information is gathered 
a. House No
b. Road No
c. Block No
d. Area Name 
4. If customer request delivery is to workplace the following is recorded 
a. Company name /Department 
b. Building No/ Floor number / Office number 
c. Road No
d. Block No
e. Area name 
f. Landmark 
g. Working time 
5. Validation agent to reconfirm the details received and uploaded on SDM again to ensure accurate data was recorded.
6. A delivery commitment time is provided to customer 
7. Customer is informed his/her national ID card will be requested at time of delivery
8. Once all the details are recorded the call is logged and an air waybill is automatically printed at SDC Room / Dispatch


	General
	Any exception to this policy must be approved by the CGM.
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