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Frequently asked questions & answers

	How is our Communication and Escalation set up?


	· The Internal communication and escalation policy is set up in line with the consignment flow or the shipping process.

· For every stage in the shipping process, generic information type addresses (ID’s) have been set up in TAO.

· The generic ID’s represent a function or activity that needs to obey the standard 1-hour response time.

· If you have not received a response within one hour, upon receipt of your request for information, you are empowered to escalate according to divisional standards.



	What kind of generic ID’s exist?


	· The following generic ID’s have been set up:

· XBB.XXX.#

· Cust.Serv.XXX.#

· UnSend.XXX.#

· Shipstat.XXX.#

· Clearance.XXX.#

· UnDels.XXX.#

· Hard.Copy.POD.XXX.#

· The XXX indicate the depot code. E.g. STO for Stockholm or SYD for Sydney.

· The # indicates the escalation level. E.g. 1 means initial request, 2 means you escalate when you do not get a response to the initial request etc. 

· When you are a Lotus Notes user you should add @tao.tnt.com to the generic ID.

· Hubs need to set up the Shipstat.XXX.# generic ID only.

· Depots that are the country clearance point need to set up the Clearance.XXX.# generic ID.  


	When should the receiver of an E-mail respond?


	· The receiver of an E-mail or TAO mail should respond as soon as possible, but not later than 1 hour after receipt of the information request.

· It is each depot’s responsibility to ensure that there is cover when there is sickness, holidays etc. and to ensure information requests are responded to.


	Are there templates I can use when I send an E-mail?


	· Yes, you can use one of the standard template forms. These forms enable you to fill out all information needed to send a request.

· You can find the templates in TAO. Go to bulletin board Forms.Escalation.

· Lotus Notes users can go to TAO\BBOARD\FORMS_ES.nsf.


	Where can I find the right generic ID to send to?


	· You should use the depot mentioned in Track & Trace as the first contact location.

· Then go to the TAO public Mailing list where you can find all the generic ID’s that are set up.

· Here you can verify whether the depot you want to send to, has set up the necessary id. Only after confirmation that a generic ID does not exist in TAO, can one use the control station found in the location master file (LMF) on the mainframe as valid point of contact.


	What steps must be taken prior to escalation?


	· Check the system for any updates

· Check time zones

· Check working/office hours at receiving end (start day is 9 AM, end day is 6 PM).

· Check country holiday list

· Ensure there is no extension to the 1 hour response time requested by a ‘Working on it’ e-mail. 

· After a “Working on it” e-mail is sent, within the hour A Hard copy POD request has a 24 hours response time granted. If no hard copy POD is provided within 24 hours, normal escalation can begin.

· When you send to the next level, you should copy in the previous addressee(s).

· Attach full history and previous requests to the escalation E-mail


	When can I send to the XBB ID?


	· Use the XBB id when you send mail to the Origin depot:

· E-mail should only be used when no response is received via messaging in On-line Booking. The Booking system is the preferred way of communication (moved position)
· Requests to XBB should be from destination/requesting depot:

- Requesting a collection of a shipment;

- Requesting information about the collection of a shipment;

- Requesting information from Origin about a collected shipment that is not in the system with consignment number;

- Providing information for collection of a shipment to Origin..
· The XBB Booking Request form is mandatory when the system is ‘down’




	When can I send to the Cust.Serv ID?


	· Use the Cust.Serv id when you send mail to any depot not having the shipment.

· Mails to Customer Service should be about:

· Requesting information, paperwork etc. you need from the customer to get the shipment delivered.

· Providing Customer Service information in order to pro-actively inform the customer.


	When can I send to the UnSend ID?
	· Use the UnSend id when you send mail to the Origin depot or HUB.

· Mails to UnSend should be from the destination/receiving depot:

- Requesting information about shipments that are held Unsendable at Origin;

- Providing information for shipments that are held Unsendable at Origin.


	When can I send to the Shipstat ID?


	· Use the ShipStat id when you send to any depot (including HUB's).

· Mails to ShipStat should be to any depot or HUB having a shipment not being Undeliverable or Unsendable:

- Requesting information about the consignment status;

- Requesting certain action regarding the consignment.


	When can I send to the Clearance ID?


	· Use the Clearance id when you send to a clearance point.

· Mails to Clearance should be about:

· Requesting information about paperwork, customs and clearance process, shipments held due to import, commodity, duty or tax reasons;
 Providing clearance information to release held shipments that delay the shipping process at the clearance point.


	When can I send to the UnDels ID?
	· Use the UnDels id when you send mail to the Destination depot.

· Mails to UnDels should be from the origin/sending depot:

· Requesting information about shipments that are held Undeliverable at Destination;
· Providing information for shipments that are held Undeliverable at Destination    




	When can I send to the Hard.Copy.POD ID?
	· Use the Hard.Copy.POD when you send mail to the Destination depot.

· Mail to the Hard.Copy.POD when you need a hard copy proof of delivery, do not use this ID for outstanding POD's. 
· The Hardcopy POD Request form is mandatory.


	Can I extend the standard response time?
	· Yes, you can extend the standard response time by 1 hour when you send a “Working on it” e-mail. You must send this communication within the original one-hour response time. A “Working on it” e-mail can only be sent once.

· You can also negotiate the response time by using the same “Working on it” e-mail. However the requestor must agree to the extension. If not agreed by the requestor, then the response time is limited to 1 additional hour. 

· A “Working on it” template can be found on the TAO bulletin board Forms.Escalation


	Can I send to network hubs LGG and QAR? 
	· Yes, from this month onwards you can also send your information requests to the European Air hub (LGG) and the European Road hub (QAR). To contact them you can use the following generic ID’s: Shipstat.LGG.1 or Shipstat.QAR.1
· LGG set up the following ID types also: Undels.LGG.#, Unsend.LGG.# and Cust.Serv.LGG.# 


	What should I do when I send a request to the third level generic ID?
	· You should always keep requests on file and make sure it can be used for measurement purposes.

· Country or Business Unit management are collating all 3rd level and higher requests sent to the generic information type addresses for analysis, reporting and corrective action planning.


	How should I escalate when my contact has stopped communicating?
	· When the responding party has stopped communicating while the file is still not resolved, you can escalate from the next level onwards and do not have to start all over again. In this case you have to copy in the colleague that stopped communicating next to the previous addressees.


	Are there any exceptions to the standard response time?
	· Yes, for remote associate countries and associate control stations to these countries there is a response time of 24 hours.

· An additional 24 hours is also the standard extended response time when you receive a “Working on it” e-mail from an associate control station or remote associate country.


	Is there any support developed apart from this Quick Reference Guide?
	· Yes, there is a User guide available developed by TPG IS that shows an explanation of how the system supports our internal communication and escalation and gives some useful tips.

· The appendices to the Internal Communication & Escalation policy provide information about responsibilities, procedures and timelines for escalation.  

· The TAO bulletin board Escalation.Lists provides the latest information and guidelines regarding the internal communication and escalation processes.
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