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	LMX Couriers Coaching Work Instructions
Owner / Department: Operations



	Purpose
	This document is created to provide an understanding on the LMX Couriers Coaching

	Persons Affected 
	Operation Manager, Operations Supervisors, LMX Couriers

	LMX Couriers Coaching
	This work instruction is to guide the users for effective use of the coaching and better understand the scenarios which require the coaching to be conducted.

	When
	Recorded incompliance/ Non-Compliance of SMSA process
1. In the event of any non-Conformity identified during internal/external Audit.
2. The non-Conformity subject matter to be focused on during the coaching session.
3. Ensuring of complete understanding of the coached courier.
Failed KPI criteria/ Low performance (Data source: B2C Report)
1. In the event of courier failing to achieve set target
2. Failed criteria areas to be emphasized during the coaching
Customer complaints
1. In the event of valid customer complaint. Source of the complaint can be either via ticket, walk in or while verifying courier and customer communication.
Any event that requires manager intervention that affects Operations and customers.
1. In the event of any non-conformance observed by the Operation Manager/Operation Supervisor, the coaching must take place to address and rectify the finding. The finding maybe behavioral or process compliance.

	Documentation & Retention
	The coaching forms are required to be reattained by the STN Supervisor/Manager after sessions on system with the file saved with below format EMP#-Coaching Date i.e. 0000-02Dec2023.
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