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Owner/ Department: IBU – BAH, Customer Services

	Brief
	This document has been designed to explain how Contact Center Agents will handle the Inbound and Outbound calls.

	Purpose
	To provide the call handling guidelines to the Contact Center Agents.

	Persons Affected
	Contact Center Agents

	Responsibilities
	CS Supervisor / Team Leader: To ensure that the Call Script is being followed in handling an Inbound and Outbound calls.	

	Guidelines
	Inbound Calls
Answering the Call:
Agent should pickup the call within 3 rings.

Beginning of the Call:
Thank you for calling SMSA Express – I’m Employee Name - How may I serve you or how may I help you or how may I assist you?

During the Call:
· Welcome the customer - Do not speak quickly with the customer - your tone must be positive and ready to serve the client - Show initiative to serve - Ensure all customer information especially when booking request (Company account - Company name - Customer name - Address - Contact numbers ) - empathy with him if he has any problem to provide appropriate solutions.
· Welcome and talk to the customer by gently mentioning his/her name during the call at least twice.
· Focus with customer request to understand faster
· It is advised not to remain silent, and the customer must be asked while writing his or her request.
· It is advised to listen to understand while talking to the customer to meet his request.
· Not to mention non-Arabic words with the customer and it’s must be explained to the customer who is speaking in Arabic, the same with the customer who is speaking in English not to mention Arabic words.
· Offering the proper solutions to the customer by offering SMSA services which suits the customer's desire and meets his needs.
· When converting the customer, he/she must be aware of it before converting.
· Make sure to provide the customer with the ticket number of his query or complaint.  



End of the Call:
May I help or assist you with anything else?  - Thank you for contacting SMSA Express.

Outbound Calls
Beginning of the call :
Hello Mr. or Mrs. (customer name) – I'm (employee name) from SMSA Express company – I am calling you regarding (reason of the call) – Continue the call  

During the Call :
Welcome the customer- your sound must be positive and ready to service the customer - show a good initiative to serve.
· Welcome and talk to the customer by gently mentioning his or her name during the call at least twice.
·  Ensure call duration and talk with customer in a period between 50 seconds to one minute and half. 
· Offering / gain appropriate information and or provide necessary solution as needed during the call
· Do not force the customer to give a certain delivery mechanism (delivery – branch)

End of the call :
May I help or assist you with anything else? – Thank you for receiving our call 
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