New Landing Page - Level 1.1.5.4 Version: 3

m KSA - Customer Services Department

R [&

Contact Center Customer Care

Title: KSA - Customer Services Department Owner: Gandi S. Ibrahim C Actions O Feedback
Author: Edwin Ramos Authorization: Authorized Diagram Version: 3 @ Change Log O Keywords
Date: 5/17/2017 Date: 5/28/2018 Review Date: None O Change Requests ® Read Only

Volume: 0.00 Per Second Cost Per Second: $ ,3.5,E-0317 F.T.E.: 0.00



Callfrom
customer

Title: CSD - Contact Center
Author: Edwin Ramos

Date: 5/23/2017
Volume

: 0.00 Per Second

|

Accept call

New Landing Page

G

1. Agent should report as per schedule and log
into the telephone system to accept the calls.
2. Call should be picked up within 3 rings
3. Customer greetings as specified by the
management (eg: Good Morning Customer
Service, ABC Speaking, How May | Help You)
4. Maintain talk time within the benchmark
5. Ensure TSF (Telephone Service Factor)
within the benchmark
6. Enusre Abandoned Calls minimized within
the benchmark

rt Center

Deal with call

Route to operations

$ 4

Call answered

Receive

Encrypted File
from Customer

Action the call

- Level 1.1.5.4.1

Follow up with
appropriate
departments
depending on nature
of issue

4|

Ticket closed

Action to call Follow up * E
performed Performed
Perform Perform
department customer follow
follow ups ups
Waybill is automatically
* @ E printed at
SDC_OPS_Dispatch
Manage Special Center
Delivery Channel .
Ay

Authorization: Authorized

Supvr - SDC Val
Ctr

Owner: Gandi S. Ibrahim
Diagram Version: 4

Date: 2/26/2023

Cost Per Second: $ ,3.5,E-0317

Review Date: None
F.T.E.: 0.00

O Actions
@ Change Log

—.x

Version: 4

O Feedback
O Keywords

O Change Requests ® Read Only



New Landing Page - Level 1.1.5.4.1.2 Version: 8

. Attach: Booking Policy 1\
Action the Call @ U ea
Pickup Booking
@ M Q completed
Request for
Booking
"X

Attach: Tracking Policy

Tracking

m Completed,

u M Q Information

Request for provided to the
Tracking customer
"X
Call answered E call TV_DE
Determined Cic Ctr Agt
Determine Call Attach: Tracing Policy

Type
———————————>

Trace Opened,
Customer
notified

Nature of issue

Example for General
Queries: Rates, Supply
Request,
Commitmments,
International
Paperwork etc

6 M
Call Forwarded
to Back Line

Agent

G

Request for
Tracing

Ctc Cir Agt Ctc Ctr Agt

Information
Provided to the
Customer

o)

General Queries

>

Ctc Ctr Agt

Title: Action the Call Owner: Gandi S. Ibrahim O Actions O Feedback
Author: Edwin Ramos Authorization: Authorized Diagram Version: 8 @ Change Log ® Keywords

Date: 8/21/2010 Date: 6/3/2024 Review Date: None O Change Requests ® Read Only
Volume: 0.00 Per Second Cost Per Second: $ ,3.5,E-0317 F.T.E.: 0.00



Complaint
Received from
Customer

)

Cust Exp Mngr

$0M

Process Customer

Complaint &
Claims

Title: Perform Customer Follow ups
Author: Edwin Ramos

Date: 8/21/2010

Volume: 0.00 Per Second

New Landing Page - Level 1.1.54.1.4 Version: 8

Perform Customer Follow ups

oo T | ¥E wimerion | ¥
Company Policy " Destination Prgrj:;ozi);og Customer Proce;s.‘zkkuepverse :‘i::;f:gvn;h
» — — — —
Owner: Gandi S. Ibrahim O Actions O Feedback
Authorization: Authorized Diagram Version: 8 @ Change Log ® Keywords
Date: 2/26/2023 Review Date: None O Change Requests ® Read Only

Cost Per Second: $ ,3.5,E-0317 F.T.E.: 0.00



New Landing Page - Level 1.1.5.4.1.41 Version: 7

m Process Customer Complaint & Claims
1. Customer should be

acknowledged within
24 hours of receipt of
complaint
2. Complaints
received thru emails
should be called back
viaemail

Keep custome
informed thru
Courtsey Calls on
Daily Basis
Attach: Customer
Complaint & Claim
Policy

All major complaints
should be logged and
reference number
issued

Complaint Complained International T G d Complaint
Received from Resgistered Complaint race Create Closed as per
Customer Acknowledge Open Trace Company Policy
Log Complaint Complaint to Follow up on
Q—> Customer 4’)(
Attach: Customer
Cust Care Agt Cust Care Agt Trace Officer Complaint & Claim
Policy
Domestic L[‘J Q
Complaint Send Email to
Appropriate
Dept. for
Investigation
Title: Process Customer Complaint & Claims Owner: Gandi S. Ibrahim C Actions O Feedback

Author: Edwin Ramos Authorization: Authorized Diagram Version: 7 @ Change Log ® Keywords
Date: 8/21/2010 Date: 2/26/2023 Review Date: None O Change Requests ® Read Only
Volume: 0.00 Per Second Cost Per Second: $ ,3.5,E-0317 F.T.E.: 0.00



Request
Received from
Customer

-

Title: Process Reverse Pickup
Author: Edwin Ramos
Date: 8/21/2010
Volume: 0.00 Per Second

New Landing Page - Level 1.1.5.4.1.4.2

Process Reverse Pickup

International

RPI ¥

Process
International
Reverse Pickup

Cust Sup Supvr Shipment picked-up
customer notified

Determine with tracking No.
Reverse Pickup

Type »(

+

Process Domestic
Reverse Pickup

Domestic RPD

Owner: Gandi S. Ibrahim
Authorization: Authorized Diagram Version: 6
Date: 2/26/2023 Review Date: None
Cost Per Second: $ ,3.5,E-0317 F.T.E.: 0.00

Version: 6

O Actions O Feedback
@ Change Log ® Keywords
O Change Requests ® Read Only



Title
Author
Date
Volume

N

: Process International Reverse Pickup
: Edwin Ramos

: 8/21/2010

: 0.00 Per Second

New Landing Page - Level 1.1.5.4.1.4.2.2

Process International Reverse Pickup

Cancell Request

Customer

rejected the

rates

Check Inbound
Rates & Inform
Customer

Customer
Confirmed &
Agreed to
Rates

Request
Cancelled &
Documents

Filed

—’x

Version: 6

@

Fax Quotation to
Customer

Open Trace for
RPI

Authorization: Authorized

Date: 2/26/2023
Cost Per Second: $ ,3.5,E-0317

Trace Initiated

Cust Care Agt

Owner: Gandi S. Ibrahim
Diagram Version: 6

Review Date: None
F.T.E.: 0.00

Keep customer
informed of updates
on Trace thru Courtsey
Calls
Attach: RPI Policy

Picked Up
Customer

Notified with

Tracking

Follow upon Number

Trace

Cust Care Agt

O Actions
@ Change Log

O Feedback
® Keywords

O Change Requests ® Read Only



New Landing Page - Level 1.1.54.1.4.2.3 Version: 7

m Process Domestic Reverse Pickup

If account numberis
provided, confirm the
status of account
(Active or Prospect)
If Prospect, then
customer should pay
cash at any of our
offices & provide
receipt voucher
number

Form to be forwarded
via Email

Shipment
icked-
Process Q Payment e Details Form :‘ucs;ml;?
Domestic Confirmed Available Forwarded Follow up with notified with
Rpe_ve rse Confirm Mode of ! Requestff)r Forward Form to Pickup Location & tracking no.
ickup Pickup & Delivery . . Inform Customer
Payment Details Pickup Location
[
X
Title: Process Domestic Reverse Pickup Owner: Gandi S. Ibrahim C Actions O Feedback

Author: Edwin Ramos Authorization: Authorized Diagram Version: 7 @ Change Log ® Keywords
Date: 8/21/2010 Date: 4/7/2024 Review Date: None O Change Requests ® Read Only
Volume: 0.00 Per Second Cost Per Second: $ ,3.5,E-0317 F.T.E.: 0.00



New Landing Page - Level 1.1.5.4.1.4.3 Version: 6

m Process DEX 03 Outbound

1. If customer unable tobe
contacted, then look for alternate
contact process eg: EMIS, RSC,
Courieretc
2. Inform Customer of the Deadline
(5business days Return Policy) for
Return to Him if address not
provided
3. Daily Follow up with Customer
until delivery address obtained

Regular and timely
updates to be
provided to
destiantion

»

Delivery address
obtained

Email received
from destination

File closed

Call customer to
obtain delivery
address

Inform
destination

- @ @ @O0

Cust Care Agt

Cust Care Agt

Title: Process DEX 03 Outbound Owner: Gandi S. Ibrahim O Actions O Feedback

Author: Edwin Ramos Authorization: Authorized Diagram Version: 6 @ Change Log ® Keywords
Date: 8/21/2010 Date: 2/26/2023 Review Date: None O Change Requests ® Read Only

Volume: 0.00 Per Second Cost Per Second: $ ,3.5,E-0317 F.T.E.: 0.00



Title
Author
Date
Volume

: Special Delivery Channel Management
Authorization: Authorized

Date: 2/26/2023
Cost Per Second: $ ,3.5,E-0317

: Edwin Ramos
- 8/21/2010

: 0.00 Per Second

New Landing Page - Level 1.1.5.4.1.5

Special Delivery Channel Management

Receive
Encrypted File
from Customer

]

Waybill is
automatically

o

Process Shipper
File

printed at
SDC_OPS_Dispatch
Center

—’X

Supvr - SDC Val
Ctr

Customer

+

Process
Incoming Calls

informed, call
closed

—»<

Supvr- SDC Val
Ctr

Owner: Gandi S. Ibrahim
Diagram Version: 6
Review Date: None

F.T.E.: 0.00

O Actions
@ Change Log

Version: 6

O Feedback
® Keywords

O Change Requests ® Read Only



Title
Author
Date
Volume

Receive
Encrypted File
from Shipper

[N

New Landing Page - Level 1.1.5.4.1.51

Process Shipper File

Assign Workloads to
Agents thru Spedial
Delivery Management
System

Automated SMS message is sent
tothe consignee thru SDM
If Mobile is switched off orno
response, SMS is sent to
conginee as well
If the customer cannot be

reached on landline or mobile
Supvr - SDC Val Ctr the call is logged with date and
time, reason updated and next

(s) sDm call scheduled

Add Prefix Serial

Workload
distributed

Customeris informed
his/her national ID
card will be requested
at time of delivery

Call Consignee to

Supvr - SDC Val Ctr

All agents should open the calls
with aformal greeting as
specified by management and
ensure theirrespective names
are pronounced correctly

Version: 6

Verification of details
to be done as
provided by shipper

>

Address
Validated

Validate
Addresses

Verify Consignee

Details

Supvr - SDC Val Ctr

Verification completed

Q Address
Available

Obtain detailed
delivery address

. Process Shipper File
. Edwin Ramos

1 8/21/2010

: 0.00 Per Second

Supvr - SDC Val Ctr

(s) SDM

Authorization: Authorized
Date: 2/26/2023

Consignee

infomred on
delivery time
&date

Provide Delivery
Commitment to
Cosnginee

Supvr - SDC Val Ctr

Cost Per Second: $ ,3.5,E-0317

Wayhbill is automatically
printed at
SDC_OPS_Dispatch
Save call Center

—bx

Supvr - SDC Val Ctr
{s) SDM

Owner: Gandi S. Ibrahim

Diagram Version: 6
Review Date: None

F.T.E.: 0.00

O Actions
@ Change Log

O Feedback
® Keywords

O Change Requests ® Read Only



Title
Author
Date
Volume

Receive Call
from
Customer

- 0 »

. Process Incoming Calls

. Edwin Ramos
1 8/21/2010
: 0.00 Per Second

New Landing Page - Level 1.1.5.4.1.5.2

Process Incoming Calls

Required Info: Air
Waybill Number,
Mobile Number,
Customer Name,
Customer D

>

Informaiton

Requestfor available

information from
consignee

Track Shipment

Supvr - SDC Val
Ctr

(s) SDM

Authorization: Authorized
Date: 2/26/2023
Cost Per Second: $ ,3.5,E-0317

Process
Shipper
File
If no Validation is
done, then obtain
complete delivery
Validation address and validate
Doest Not Exists in the system
Tracking Q Validation
Completed . Bxists Inform Customer
Confirm .
e of Tracking
Validation N
Details

Supvr - SDC Val

Ctr Ctr

(s) SDM

Owner: Gandi S. Ibrahim

Diagram Version: 6
Review Date: None

F.T.E.: 0.00

Supvr- SDC Val

Follow up with
Operations thru
Telephone, Email or
Physical Visit

Customer
informed, call
closed

O Actions

@ Change Log

Version: 6

O Feedback
® Keywords

O Change Requests ® Read Only



New Landing Page - Level 1.1.5.4.2 Version: 5

m CSD - Customer Care

Ca:

Complaint ; foera;rZ:eldto
_
Title: CSD - Customer Care Owner: Gandi S. Ibrahim O Actions O Feedback
Author: Edwin Ramos Authorization: Authorized Diagram Version: 5 @ Change Log O Keywords
Date: 5/23/2017 Date: 1/10/2024 Review Date: None O Change Requests ® Read Only

Volume: 0.00 Per Second Cost Per Second: $ ,3.5,E-0317 F.T.E.: 0.00



Complaint

from customer

Title
Author

Date:

Volume

Call
Ermail
Sodal Media
In Person
Chat

Receive
Adknowle dgment

Process Com

New Landing Page - Level 1.1.5.4.2.2

Delivery

Pick up

Dam
Wissing /Lost

Retail Duty hours ™
Sales Issue o
Technical lssue
Other

Customer
disputes

Complaint ] Ticket )| complaint 0 Priority set High Priority Action taken
Received Registerad classified et ot
ion onitor
Receive mfj‘;‘:"m Assess & Prioritize the AssigntaCCG Complaint development
complaint sty Classify Complaint
<) coRe SMngr
Low/Med
pricrity Monitor
i Ongoing
Investigation status updated Customer Complaint
Communicate Actiontaken Yes
e Wen e e e I T S I o
Complaint forfurther Resolved (Resolve)
resolve ausiomer customer
darification
CustCare Agt Cust Care Agt Cust Care Agt Cust Care Agt
(<) CORE
SLAnot met No Action taken Customer
confims
Complaint Survey Prepare
Receive Escalated Take necessary SendSMS to completed by Periodic
Escalated adionto cstomerfor customer Satisfaction
Complaint resolve survey Report &Planto

. Process Complaint Handling
. Bashayr Al sharidi
10/25/2023

: 0.00 Per Second

Authorization: Authorized
Date: 10/30/2023
Cost Per Second: $ ,3.5,E-0317

Reports
prepared

Version: 2

Case
Refer case to forwarded to
Legal Legal
department linkTo
KsA - Legal
Department
. Analysis
Review
Complaint & compleced
Satisfaction
Survey

Cust Sup Supvr Cust Care Agt

Owner:

Diagram Version: 2
Review Date: None
F.T.E.: 0.00

Mohammed Burhan

O Actions
@ Change Log

%

O Feedback
O Keywords

O Change Requests ® Read Only



