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	         Booking Policy
Owner/Department : IBU -  BAH, Customer Services



	Brief
	SMSA provide shipment pickup to it is customer requested through email, Incoming calls and internal employees, and pickup schedule are documented through CORE System with complete and precise information.

	Scope
	Customer Service Agent 

	Responsibilities
	Customer Service Agent to ensure gathering all information required from the customer.

Customer Service Supervisor / Team Leader to ensure exact and correct information is gathered by the agents while scheduling a booking. Proper Telephone Etiquettes are followed.

	Guidelines
	Procedure
· Customer Service Agent receive pickup request through email, incoming call or internal employees and CORE ticketing system.
· Agent to initiate call back for requests received via email, internal employees or CORE ticketing system to confirm shipment readiness and gather more details.
· Agent should verify if customer account it is active or Inactive by entering the account number in CORE system.
· After verifying the account number active agent initiates pick up request booking through CORE system.
· Agent to fill all fields marked with (*).
· To complete pickup booking below details are to be confirmed and entered in CORE system:
· Account Number 

· Sender Name

· Customer Point 

· Address

· Contact Number

· Contact Name 

· Number of Pieces

· Total weight

· Pickup Date

· Pick Up Ready Time
· Pick Up Close Time

· Note
· Agent to ensure the time difference between the package ready time and closing time is not less than 1 hour for light weight and to coordinate with operation department with any exception requests. 
· Agent to ensure the time difference between the package ready time and closing time is not less 2 hours for heavy weight and to coordinate with operation department with any exception requests.
· Agent should mention ticket number in note section for any request received from CORE ticketing system.
· For any special requests such as AWB, commercial invoice, packaging List etc., should be mentioned in note section.

· Once all details of the customer are confirmed and entered, automatically system will display a booking number which has to be informed to the customer, booking number will be the customer reference.

· Request received via email: agent to update customer via email

· Request received via call: agent to update customer via call or email

· Request received via ticket: agent to update the ticket

· Request received via internal employee: agent to update employee via email.

· If customer enquires about the commitment time, the agents should refer to the Delivery Commitment of HUB & SPOKE table.

· If customer calls in to cancel his booking, Agent should ask customer the booking reference number. Upon entering the number on CORE system, customers details should be confirmed and then delete the booking request. 
· Agent will can identify booking request in case customer misplaced the booking reference number, agent can search with customer account number.

· When customer contact us to follow up regarding his pickup request, agent should ask the customer the booking number and coordinate with operation department for miss pickup or delay in pickup and update the customer accordingly.
· If customer calls to follow up after his closing time, agent should open complaint ticket as late pickup and inform operation to process the pickup. 
· If customer calls for miss pickup, agent should open complaint ticket as miss pickup and rebook for pickup next day.
Management Role

· Ensure all pick-up requests are processed systematically and as per the guidelines.

· Conduct periodic checks to ensure all agents are in line with the system and other resources needed for pick-up process.

· Proper coaching imparted to agents periodically.
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